Listening scripts 


01 BUSINESS OR PLEASURE? 


? 1.01 


Speaker 1 

Okay, well, now, we don’t know a lot about 
what the team might be interested in. 

And, this is going to be a mixed group with 
their partners so it'll be difficult to choose 
something they’ll all like. But, since this is 
the first visit to Britain for some of them, 

I suggest we go for something, you know, 
quintessentially British. The main thing 

is to make sure nothing can go wrong. 
Most important, let’s plan on something 
weatherproof! And we definitely need to 
provide a bit more than just an expensive 
dinner. What about doing something 
cultural? 

Speaker 2 

Hm, I think culture can be tricky. We don’t 
want to drag the group somewhere, only 
for them to be bored out of their minds. We 
just need a pleasant setting to be able to 
socialize. Let’s think of a good restaurant 
where we can relax, enjoy decent food and 
talk about business. Of course, we need to 
check if any of the team are vegetarians 
before we make any bookings. 

Speaker 3 

Hang on. We’ll have plenty of time to talk 
business in the meetings. This is about 
making sure we show them a good time. 
Russians are very people-oriented. This is an 
opportunity for us to build a good working 
relationship with them, you know, a bit of 
team spirit. In some ways it could even be a 
team-building kind of thing. And, let me tell 
you, Russians certainly like fine dining! 

So top quality catering, sure, but let’s offer 
them something a bit special as well. And 
keep business out of it! 

Speaker 4 

Well, I think the main thing is to make the 
visit as personal as possible. I mean, we 
could spend a fortune on attending some 
big event, but that’s not very personal, 

is it? In fact, spending a little less on the 
event might mean you could afford to do 
something extra for the team members 

- Tm not necessarily talking gifts, but 
something. And, by the way, I happen to 
know that their project leader, Yuri, spent a 
year studying in London, so we might think 
about taking them somewhere else. That 
means travel expenses, of course, but I’m 
sure we can keep those within reason. 
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Conversation 1 

A Hi, mindifIjoin you? 

B Er, not at all. Be my guest. 

A Only if Ihave to sit through ‘Rule 
Britannia’ by the Band of the Royal Scots 
Dragoon Guards once more, I think 
TIl scream. 


B And I thought you Americans were 
supposed to like all of that traditional 
British stuff. 

A Yeah, well, you can have too much of a 

good thing. Thought I'd come out here 

and enjoy the view. I must say, though, 
it was an excellent lunch. Fabulous 

ship too. 

Yes, isn’t it? I’m James McRae, by the 

way. BP, engineering division. 

Hello, James. I’m ... 

Helen Keating. Exxon Mobil. 

Yes, how did you ... oh ... ? Have we met 

somewhere before? 

We have indeed, but I obviously failed to 

make much of an impression. 


> ù PUD DW 


Wait a minute. It’s not like me to 

forget a face. I know - Riyadh. The 

Petrochemicals Conference. I thought 

I recognized you. 

B As matter of fact, we had dinner 
together. 

A You're kidding! Now, I think I would 
have remembered that. 

B Well, there were rather a lot of us in 
the group. At least 40. I don’t think we 
actually spoke. 

A Aha. Okay. Yes, it’s all coming back to me 

now. I seem to remember spending most 

of the evening trying to avoid some 

annoying little guy called Alan. 

Alan Sullivan. My boss. 

Oops! I’m sorry. I didn’t mean to... 


v D> 


No problem. He’s not my favourite 
person either. Anyway, Helen, looks 
like we’ve got the best part of the Royal 
Yacht to ourselves this afternoon. How 
about another drink? 


Okay. Why not? 


A 
2 1.03 


Conversation 2 

So, Mr Ishida, let me freshen your glass. 
Thank you. I’m fine. 

Some more strawberries, then, perhaps? 
Er, not at the moment, thank you. 


rPurwnyr 


I am sorry about this weather. Typical 
English summer, I’m afraid. The forecast 
did say we might have showers. But I’m 
sure it'll blow over in half an hour or so. 
So, how are you enjoying the match? 


Ah, very entertaining, I’m sure ... 


D> Ww 


Good. Splendid ... So, tell me, have you 
been to one of these big tournaments 
before? The American Open perhaps? 
Ah, no, I haven’t. 

Ah. But I hear you’re quite a tennis fan, 
though. 

Er, not really. In fact, I never watch 
tennis normally. 


> U Fw 


Oh, ... I see. My marketing people must 
have made a mistake. 
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B Maybe they meant table tennis. I used to 
play for my university in Tokyo - many 
years ago. 


> 


Table tennis! Ah, yes. I understand 
the Japanese are world table tennis 
champions, isn’t that right? 

As a matter of fact, that’s the Chinese. 
Ah, yes, of course ... Erm, so, do you 
still play? 

Not any more. Much too old for running 
around now. 

Oh, I’m sure that’s not true. 

I assure you it is true, Mr Thompson. 
Bad heart, you see. Doctor’s orders. 
Oh, right. Sorry. Erm, ... I see the 
Nikkei’s looking strong. That must be 
good news for you. 


> U> UU FW 


Not especially. It makes our exports 

more expensive. 

The world economy is still really 

unpredictable, don’t you think? 

B It may seem that way for now, but I’m 
still hoping for some stability in the 
markets. 

A Ah, well, I suppose, er ... Oh, look, the 
rain’s stopped! Yes, the players are 
coming back on. Excellent. So, shall we 
return to our seats? 

C Quiet, please. Nadal to serve. Nadal 

leads by three games to two and by two 

sets to love. 


2 1.04 


Conversation 1 

A Alistair, we’ve been here nearly three 
hours! Can’t we just make our excuses 
and go? You know how I hate these 
things. 

B Look, Fiona, I’m not enjoying myself any 
more than you are, but this is business. 
Besides, I need to speak to Julian about 
this Internet advertising idea of his. 

A Oh, all right. Where is Julian, anyway? 
We haven’t seen him all evening ... 

C Hello! You must be Julian’s guests. 

I don’t think we’ve met. I’m Dan Wilson, 
Creative Director at JJK Advertising. 
I work with Julian. 

B Ah, pleased to meet you, Mr Wilson. 

No, we’ve not met. Julian’s mentioned 
your name, of course. Alistair Hamilton. 
And this is my wife, Fiona. 

C Apleasure to meet you both at last. And 
please call me Dan. 

A We were just wondering what this pile of 
dirty laundry was doing in the middle of 
an art gallery. 

B Fiona! 

C So, you're not a fan of contemporary 
art then, Fiona - you don’t mind me 
calling you Fiona, do you? Actually, 
this, er, ‘dirty laundry’, as you call it, 
came second in this year’s Turner Prize, 
believe it or not. 
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Doesn’t surprise me in the least, but, er, 
still just looks like dirty laundry to me, 
I’m afraid. 

Well, yes, but I don’t think that’s what 
the artist would call it. 

What does he call it, then? 

Erm, I’m not sure. I'll check the 
catalogue for you ... Here we are - erm, 
exhibit 12, oh, ‘Dirty Laundry’. 

What did I tell you? 

Yes, quite. Erm, Alistair, I wonder if we 
could have a word? Julian tells me you're 
not very happy with the new Internet 
campaign. 

Er, yes. Would you excuse us a moment, 
Fiona? Dan and I need to talk. 

Oh, don’t mind me. There’s a heap of 
broken glass in the room next door I’m 
just dying to see. 

Er, right. Well, I'll catch you later, then 
... Now, look, Dan, the thing is ... 


? 1.05 


Conversation 2 


A 
B 


run > WwW 
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Ricardo! Glad you could make it. 

Hello, Tom. I wouldn’t have missed it for 
the world. It’s not every day I get invited 
to something like this. I hear Webber's 
out, so it should be a good race. 

Yes, it certainly evens things up a bit 
with Red Bull down to one car. Talking 
of races, how’s the South African bid 
going? I heard it was just between you 
and Swedish Steel now. 

Hm, yes, the negotiations are still going 
on, but we’re hopeful. I don’t think the 
Swedes can beat us on price. 

Well, let me know how it goes. We'd be 
happy to organize the transportation if 
you need it. We'd do you a good deal. 
Sure, IIl certainly keep you in mind if we 
win the contract. 

Great ... Ricardo, there’s someone I'd like 
you to meet. 

Oh, really? 

Yes, but first let me get you something 
to drink. Can’t have you standing there 
with an empty glass. What can I get you? 
Just mineral water for now, thanks. 

Oh, all right ... Here you go. 

Thanks. So, who’s this person you 
wanted me to meet? 

Ah, yes ... Oh, here she is now. Elise, 

this is Ricardo Piquet. Ricardo, Elise de 
Cadenet. Elise is ... 

Hello, Ricardo. Long time no see. What 
is it, five years? 

Hello, Elise. Must be five at least. You 
haven't changed a bit. 

Neither have you! 

Ah, I see you two know each other already. 
Ricardo and I go back a long way, Tom. 
Yes, actually, we first met in Monaco - at 
the Grand Prix, funnily enough ... So, 
Elise, last I heard you got married. 
That’s right. In fact we only just got back 
from our honeymoon last month. But 
now it’s back to work. It’s been really 
hectic setting up this new business in 
Biarritz. 


A Er, well, I’ll leave you two to chat. See 
you later. Don’t forget the race starts at 
three. 

B Yes, see you later, Tom. So, Elise, how 
about something to drink? 

C Mn, sounds good. I'll have whatever 
you're having. 


02 INFORMATION EXCHANGE 


2 1.06 

A Okay, people. Let’s get the ball rolling. 
Well, you've all seen the latest figures 
and I don’t need to tell you they’re not 
good. It’s clearly time for a reality check, 
ladies and gentlemen. This division is 
about to go under if we don’t change 
our attitude and fast. What we need 

is a complete change of mindset. We 
need to synergize and take a much 
more proactive approach to product 
development. The same tired old ideas 
simply won't work any more. If we 
always do what we’ve always done, then 
we'll always get what we've always got. 
And what got us where we are won't get 
us where we’re going. 

B Tm sorry? 

A What I mean is we need to be thinking 
outside the box, maximizing our 
creativity. Yes, that’s right. I’m talking 
about nothing less than a complete 
paradigm shift in the management of 
this company. 

What’s he talking about? 

I don’t know. 


row 


Okay, the bottom line is: if we don’t 
figure out how to turn this operation 
around, we have no future in this 
business. So, let’s look at the big picture 
and then see if we can drill down to the 
details. 

Can I just say something, Daryl? 

Fire away, Kelly. 

Erm, I don’t think we’re quite with you. 


ruore 


I’m trying to say that it’s very important 
I get your buy-in on this. What we 
have to do is establish what our core 
competencies are and then benchmark 
ourselves against the current market 
leader. Right now we’re struggling just 
to compete. If we can only learn from 
our competitors, then we'll be able to 
upskill our own people, ramp up product 
development, and start to take this 
company to the next level. 
C Erm, and you really want our input 

on this? 
A Yes, Nigel. Change begins at the 
grassroots in an organization. 
Empowerment - that’s what this is 
all about. 
Daryl? 
Yes, Kelly. 
Have you ever played buzzword bingo? 


oro 
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1.07 


Right. That brings us on to our main 
business this morning - the new Quasar 
Online Gaming System. As you already 
know, the news is not particularly good. 
In spite of a considerable investment 

in design and marketing, I’m sorry to 
report that the project has not beena 
complete success. 

Not a complete success? What you mean 
is it’s failed - dismally! 

Now let’s not overreact, Alan. Certainly, 
it’s failed to meet our original 
expectations. And, yes, technically 
speaking, we have run into negative 
profit ... 

Negative profit! What do you mean 
negative profit? You mean we’ve made a 
loss - an enormous loss if these figures 
are anything to go by! 

Can we come back to the figures later, 
Alan, if that’s okay? First, let’s consider 
why sales are so disappointing. Now, in 
my view, it’s not the product, but the 
market. I think there’s a general lack of 
consumer confidence ... 

In other words, sales are falling. Look, 
I’m sorry, Hannah, but you're just 
looking for excuses. It’s obvious that 
Quasar is simply not innovative enough 
for today’s market. 

Alan, we leave innovation to companies 
like Sony and Nintendo. What we do is 
clone the technology and do it cheaper. 
Alan, you know we've always been a 
market-driven organization ... 
Market-driven? What you really mean 
is we’ve never had an original idea. I say 
we need to be developing an innovative 
new product line ... 

What, when the market’s so massively 
oversupplied? I don’t think so. Now 

is not the time to expand, but to 
consolidate. 

So what you're saying is, let’s do 
nothing. 

No, I’m saying let’s consolidate. 

I see. And what will this ‘consolidation’ 
mean in terms of our staff? 
Redundancies, I suppose. 

Well, obviously, there will have to be 
some restructuring of the department. 
You mean people are going to lose 

their jobs. 

It’s a possibility, yes. And we may also 
have to consider outsourcing production 
to cut costs. 

In other words, our assembly plant may 
be closed down too. I can’t believe I’m 
hearing this! 

Of course, we won't be able to finalize 
anything today. 

You mean we'll have to hold another 
meeting! If we've all still got a job by 
then, that is. 

Yes, well, I’m glad you raised that 
point, Alan. 

What do you mean? 
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Meeting 1 


A 


Right, I’m allowing an hour and a half 
for this meeting. Kate is going to fill us 
in on how the appraisals went. That’ll 
take about a quarter of an hour or so. 
So that only gives us 45 minutes to deal 
with everything else. We'd better get 
started. 

Sorry, I thought we had an hour and 

a half. 


What? Oh, yeah, sorry. We’ve got 75 
minutes, haven’t we? Still, there’s a lot 
to get through. 


Meeting 2 


A 


A 


Look, it’s no good going on about pay 
rises. We pay nearly twice what most of 
our competitors do. And I really don’t 
see how people can expect another 
salary increase this year, when they’re 
already earning three times the average 
rate. 

Hang on a second. You said we pay twice 
as much, not three times. 

Hm? Oh, all right, twice as much, then. 
It’s still a lot more than everybody else. 


Meeting 3 


A 


A 


You know as well as I do that this project 
was supposed to take 16 weeks. And 
this isn’t the first time we’ve run over 
budget, is it? I mean a 20% overspend is 
pretty serious. And surely three months 
was sufficient time to complete the 
project. 

Just a minute. I thought you said 

16 weeks, not three months. 

Okay, okay, that’s four months, then. 
But you've taken nearly six. 


Meeting 4 


A 


Frankly, with the Asian economic 
situation the way it is and both the 
euro and the dollar going up and down, 
we're not doing well in the Far East. 
South America is where we should be 
concentrating our efforts. As a matter 
of fact, Brazil is now our second biggest 
market after China. 

Hold on. Didn’t you just say we’re not 
doing well in the Far East? 

Well, I meant apart from China, 
obviously! China’s always been a huge 
market for tobacco products. 


Meeting 5 


A 


I’m sorry, but I don’t want us bringing 
in people from outside the company to 
sort this problem out. There’s a lot of 
highly confidential information on our 
intranet. And we should really be able 
to deal with this ourselves. There’s a 
guy I play golf with who runs his own 
consultancy. He’s offered to help us out. 
Wait a moment. You just said you didn’t 
want to bring in people from outside the 
company. 

Erm, well, what I mean is I don’t want 
just anybody. This guy’s different. 

I’ve known him for years. 


Sed 
A 
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Okay, everyone. It’s bad news, I’m 
afraid. As you may have heard, the 
latest European sales figures are looking 
extremely disappointing. 

Are you saying they’ve fallen short of 
projections again? 

Tm afraid so. In fact, we may be 30% 
down. Now, this will be the third quarter 
in a row we've missed our targets 

and, frankly, unless things pick up 
considerably next quarter, we may have 
to rethink our whole pricing strategy. 
Are you suggesting we introduce price 
cuts? 

If we still can, Anna. Certainly if we’d 
done that a year ago, it might have 
stimulated demand. But do it now and 
we may end up running at a loss. As you 
know, we’re barely breaking even on 
some of our product lines as it is. 

Surely youre not saying it’s time to 
phase them out! 

No, no, of course not. At least, not yet. 
But what I am saying is that we need to 
keep production costs down somehow if 
we want to remain competitive. 

Does this mean we should be investing 
more in new technology? 

If only it was that simple, Erik. But right 
now we're not really in a position to 
invest in anything, even if we wanted 
to. No, I’m afraid the situation calls for 
more drastic action. It’s clearly time for a 
major restructuring. 

Are you telling us there could be lay-offs? 
I don’t see how we can avoid it, James — 
unless, of course, we can get some of our 
people to accept reduced hours. 

You mean some kind of job-share 
scheme? 

Yes, either that or introduce a 

four-day week - providing the unions 
don’t oppose it. Of course, it’s not just a 
question of costs. It’s also a question of 
product. The fact is, better products are 
coming onto the market all the time. 

So you're saying we should be spending 
more on R&D. 

As I’ve said, capital investment is no 
longer an option for us. Pour any more 
money into R&D and we'll simply slide 
further into debt. And then there are all 
the problems we’ve been having with 
our overseas distributors. 

Does this mean you're thinking of 
centralizing distribution? 

Well, that’s one option, yes. But even if 
we decided to do that, and it’s a big if, 

it would take time to implement - time 
we simply don’t have. As you know, 

our share price has fallen to an all-time 
low of just 85 cents. And I wouldn’t be 
surprised if, by our next meeting, it’s 
fallen even further. The fact is, we’re 
selling old products at inflated prices 

in a volatile market through inefficient 
distributors. 
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I hope you're not suggesting the 
situation is hopeless. 

Well, let’s put it this way: we’ve cancelled 
the summer party! 


Right. Basically, the position is this: the 
contract is ours if we want it. 

But we’re not in a position to take on 
another project right now, are we? 

I know. Jan, what’s your position 

on this? 


Look, it’s not just a question of software, 
Alessandro. 

Of course not. It’s also a question of 
hardware. The entire system needs 
upgrading. 

But that’s out of the question. We can’t 
afford that kind of capital outlay. 


Sales are down. One option would 
obviously be to cut our prices. 

That’s no longer an option for us. We’re 
barely breaking even as it is. 

Well, then we’ve no option but to 
rethink our whole marketing strategy. 


Well, there’s no easy answer to this, but 
how about voluntary redundancy? 

I don’t think that’s the answer, but 
maybe we could reduce people’s hours. 
That might have been the answer if 

we didn’t already have a strike on our 


hands! 


Now, let’s not make a problem out 

of this. What if we just pulled out of 
Sudan? 

Well, I’ve no problem with that, but our 
partners won't be happy. 

No, but that’s not our problem, is it? The 
political situation is just too unstable. 


I'll get straight to the point. We’re 
getting too many customer complaints. 
I agree with you. But the point is we 
don’t have the staff to deal with them. 
That’s beside the point. We shouldn’t be 
getting them in the first place! 


I’m afraid the situation is serious. And if 
the press get hold of the story, ... 

Look, we’ll deal with that situation if 
and when it arises. Let’s not panic just 
yet. 

You're right. What this situation calls for 
is calm and careful planning. 


The fact is, we’re simply not spending 
enough on R&D. 

As a matter of fact, we’ve doubled our 
R&D budget this year. 


That may be so, but the fact remains 
we're losing our technological lead. 
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Come in, sit down. It’s, um, Helena, 

isn’t it? Jacob Sanders. I think we 
already met. 

Erm, thank you. Yes, in Chicago, but 

it was, erm, several years ago. Did you 
erm, did you have a good flight? 

Yeah. Well, Helena, you know why I’m 
here. We want to get this teleworking 
policy implemented as soon as possible. 
Yes, well ... would you like some coffee 
or tea? 

No, I’m good to go. 

Erm ... well, as you know, I, erm, I 
spoke to Harry Stross about the special 
circumstances here, and... 

Harry’s just transferred to South 
America, actually. Look, Ellen, um, 
Helena, I won’t beat about the bush, 
this is a global policy. Head Office don’t 
like exceptions, and it’s my job to make 
sure that we don’t have any. 

I understand. Erm, it’s just that people 
here don’t really like the idea of working 
from home. And erm, not having their 
own office any more. It’s quite upsetting 
for people who've been working here for 
years and years. 

So which part of the policy is it they 
don’t understand? I mean, it’s not as if 
they were losing their jobs! We just want 
them to work from home three days a 
week. Most folks in the States are really 
happy with it. 

It’s just that ... 

I’m sorry? 

Oh, erm, nothing. 


1.12 


Hi Helena, Jacob Sanders. 

Hello. 

I don’t know if you remember me, we 
met in Chicago. 

Yes, of course I remember you! It was 
the conference with that awful team- 
building day, wasn’t it? 

Yeah; what a disaster that was! 
Anyway, how are you? Did you have a 
good flight? 

Not too bad, thank you. But I have to 
say, the Atlantic seems to get wider 
every time I cross it! 

Yes, it’s a long flight, isn’t it? Maybe you 
should consider teleworking! 

Aha, touché! But you know why I’m 
here, Helena. We want to get this policy 
implemented as soon as possible. 

Yes. Erm, would you like some coffee or 
tea? 

Yeah. A cup of coffee would be nice, 
thank you. 

So, did Harry Stross fill you in on our 
special circumstances here? 


Yeah. But you know Harry’s just 
transferred to South America, don’t 


you? So I’m taking over where he left off. 


I won’t beat about the bush, Helena; this 
is a global policy. Head Office don’t like 
exceptions, and it’s my job to make sure 
that we don’t have any. 

I understand. And let me reassure you 
on that point, I’m confident that we can 
bring people round to the idea. It’s just 
that we’re going to need a little more 
time ... 


04 VOICE AND VISUALS 
2 1.13 


Hello, this is Cheng Jing from Nanogen, 
Taiwan. I just wanted to let you know that 
your presentation this morning was a 
tremendous success with everyone here. 
What a brilliant idea to do the whole thing 
in such a casual, low-budget and alternative 
way! Very clever. The board certainly got the 
message. 


Our executives really liked your calm, 
quiet approach. So please pass on my 
congratulations to your excellent presenter. 


Oh, by the way, the joke about Beijing 
was greatly enjoyed — even in translation. 
So, see you at the next strategy meeting. 
Goodbye now. 


© iu 


There’s a whole market in Eastern 
Europe just there for the taking. 

Quite frankly, the results we’ve been 
getting are absolutely incredible. 

Now, I’m sure I don’t need to tell you 
just how crucial this is. 

Net profits are up 97% — yes, 97%. 
Would you believe that so far we’ve not 
been able to sell a single unit? 

Miss this deadline and we'll lose the 
biggest client this company’s ever had. 
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There’s a whole market | in Eastern 
Europe | just there for the taking. 


Net profits | are up ninety-seven 
per cent | — yes, | ninety- | seven | 
per cent. 
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A Welcome back to CBN Business. To be 


or not to be? That is the question for an 
increasing number of companies putting 
their staff through drama courses in an 
attempt to turn them into better public 
speakers. Jon Heller meets a group of 
British managers making their theatrical 
debut. 

‘Next time you are about to make a 
presentation, take a deep breath and 
imagine yourself walking on stage 

- about to give the performance of 

your life” That’s the advice of William 
Freeman of Cambridge Associates, one 
of a new wave of management trainers 
who believe that presenting is less about 
PowerPoint and more about acting 

the part. 

At Prospero, a company with similar 
aims, Tina Packer and Michael Lame 
have taken the idea one step further and 
put Shakespeare on the programme. 
After all, who better to teach managers 
how to speak effectively and relate to an 
audience than classically trained actors? 
Whether you're a platform speaker at 
the annual conference, a salesperson 
pitching to a client or just chairing 

your weekly staff meeting, actors have 
powerful communication techniques you 
can learn from. Prospero is certainly in 
demand, regularly running courses at 
Columbia Business School, Harvard and 
MIT. 


So what is it that makes someone a 
brilliant speaker? Richard Olivier, Royal 
Shakespeare Company director, creative 
management consultant and son of 
acting legend Sir Laurence Olivier, 
thinks it’s ‘self-belief’. According to 
Olivier, ‘Much of leadership is acting. 
Not faking it, but taking on a role. 
Paradoxically, the acting makes it real.’ 
But what do the trainees think? We 
questioned a few who'd taken a course in 
acting like leaders. 

I thought my boss had gone mad at first. 
I mean, Shakespeare? No way! But, in 
fact, it’s been really inspiring. And a lot 
of fun! 

Frankly, I was terrified. Me, acting on 
stage? I don’t think so. But I’ve learned 
a lot of stuff I never got on those boring 
presentation courses. 

Well, the actors have been fun to work 
with. We’ve had a lot of laughs. I’m not 
so sure how useful it all is - you know, 
in a business context. But, hey, it got us 
out of the office for a couple of days, so 
I’m not complaining. 

Well, this really isn’t my thing at all. I 
mean, public speaking just frightens the 
life out of me, without getting up and 
acting in front of an audience. Frankly, it 
was hell. Never again! 

Best course I’ve ever done - by far. Just 
totally brilliant. I never realized the true 
power of the voice and the confidence it 
gives you when you can make it work for 
you. Id definitely recommend this kind 
of training. 
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B So, there we have it. Time to shut down 
your laptop, brush up your Shakespeare 
and learn how to wow an audience with 
the professionals. 


2 1.18 


If we are going to die, we are enough 

To cause our country loss; and if to live, 
The fewer men, the greater share of honour. 
This day is called the Feast of Crispian. 

He who survives this day, comes 

safely home, 


Will hold his head high when this day 


is named 

And stand up at the name of Crispian. 

He that shall live today and see old age 
Will celebrate it yearly with his neighbours 
And say: ‘Tomorrow is Saint Crispian’. 


Then he’ll roll up his sleeve and show 
his scars 


And say: “These wounds I got on Crispian’s 
Day’. 

Old men forget; yes, all will be forgotten; 
But he’ll remember all too well 

What he achieved that day. Then will 


our names: 
Harry the king, Bedford and Exeter, 
Warwick and Talbot, Salisbury and 
Gloucester, 

Be between cups of wine newly remembered. 
This story will the good man teach his son; 
And Crispian will never go by, 

From this day to the ending of the world, 
But we shall be remembered for it - 

We few, we fortunate few, we band 

of brothers; 

For he today who sheds his blood with me 
Will be my brother. However poor 

and humble, 

This day will make of him a gentleman. 

And gentlemen in England, now in bed, 

Will curse the fact they were not here, 

And question whether they are really men, 
While anyone speaks who fought with us 
Upon Saint Crispian’s Day! 


05 PROBLEMS ON THE PHONE 


B 
A Dan? 

B Speaking. 

A It’s George. George Chatterton. 

B Ah, George ... How are you? 

A Couldn't be better, mate, couldn’t be 
better! Someone happened to mention 
they’d bumped into you the other day. 
So I just thought I'd give you a call. See 
how you're doing. 

Oh, right. ... yes 
So how’s it going, mate? Just been 
promoted, so I hear. 


... er, George ... 


Er, yes, that’s right. 

Glad to see they’ve finally started 
appreciating you. 

Er, yes, thanks. So, George, what can 
I do for you? 
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Bit more money too, I imagine. 
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Hm? Oh, a bit, yeah. Well, George, 

I expect you're calling about that 
project ... 

And how are your parents? Is the family 
doing well? 

They’re all fine. Thanks for asking. Look, 
George, I am rather busy right now. 

I’ve just got back from holiday, actually, 
and you know what it’s like. Was there 
something you wanted to talk to 

me about? 

Of course, how silly of me! You've just 
been on that safari you were planning 
last time we spoke, haven’t you? 

Yes, and what with the new job and 
everything, there’s a bit of catching up ... 
Kenya, wasn’t it? 

What? 

The holiday - Kenya. 

Yes. Listen. George ... 

You know, I’ve always wanted to go to 
Kenya ... 

Well, now, George, I mustn’t keep you. 
What’s that? 

TIl let you get on. I’m sure you've got 
things to do, busy guy like you. It’s been 
great talking to you, though. 

Yeah, likewise. 

We must get together soon. 

Yeah, yeah. As a matter of fact, I’m going 
to be in London for a few days next 
month. 

Oh, no! 

Sorry? 

I said ‘Oh, nice” Perhaps we can meet up 
for lunch or dinner. 

Yeah, that’d be great. 

But, erm, I'll have to let you go now, 
George. Someone just this minute 
stepped into the office. 

Oh, right, I see. 

And it looks like I’ve got an international 
call just come in on the other line as 
well. Yes. 

No worries. lIl call you back in half an 
hour, then. I haven’t told you my good 
news yet. Wait till you hear it! 

What? Er, no. Erm, George? George? 
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Hello. Thank you for calling the iDeals 
customer service line. All our customer 
service advisers are busy right now. 
Please hold and your enquiry will be 
dealt with shortly ... This is the iDeals 
customer service line. Thank you for 
holding. All our customer service 
advisers are busy right now. Please hold 
and your enquiry will be dealt with 
shortly ... 

Oh, come on, come on! 

Good morning. Lisa speaking. How can 
I help you? 

Oh, hello. At last! I was just about to 
ring off. 

I am sorry about that. The waiting 
system is a bit frustrating, isn’t it? It’s 
the only way we can offer our 24-hour 
service, you see. 
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Yeah, yeah. Look, it’s about the 
computer I bought off you two weeks 
ago... 

Yes? What seems to be the problem? 
Well, I was transferring my files to it 
from my flash drive and it’s lost the lot. 
Everything! 

Okay, now don’t worry. I’m sure we can 
sort something out. First, can you give 
me a few details? The computer has lost 
all your data, you say? 

Yes. But, you don’t understand. It’s 
wiped everything off the flash drive as 
well! My whole life, my whole life was in 
those files. 

Oh, my goodness! Are you sure? Sounds 
like the problem’s with your flash drive. 
Of course I’m sure! And there’s nothing 
wrong with my flash drive. I’ve had 

it years! 

Okay. I can understand how upset you 
must be. Now, I don’t think we can deal 
with this on the phone, so I’m going to 
send a service engineer to see if they can 
retrieve your data. Can you give me your 
product reference number? 

Hm? Er, yes. It’s ... here it is ... it’s 
SF11-003. 

Thank you. 

TIl be expecting a total refund and 
compensation if this can’t be fixed! 
Unfortunately, we’re not authorized to 
give refunds, but what I can do is send 
you a brand-new computer. How would 
that be? 

This is supposed to be a brand-new 
computer. You think I want another one 
of these, after what the last one did to 
my files? 

Well, let’s see what our engineer can do. 
Hopefully, it’s not quite as bad as you 
think. Now, I’ve got your address here 
in your customer file. Oxford OX2 6BJ, 
right? 

Yeah, right. 

And it’s Mr Harris, isn’t it? 

Yes. 

Right, Mr Harris. We’ll have an engineer 
with you this afternoon. And I'll ask him 
to bring a new hard disk with him. Is 
that all okay for you? 

Er, well, I suppose ... 

Good. Glad to be of assistance. Is there 
anything else I can help you with? 

Hm? Oh, no, no. 

Well, best of luck this afternoon. I hope 
we can solve the problem for you. 

Well, thanks. Erm, goodbye. 

Goodbye, Mr Harris. 
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Pi E a 


Hello? 


Yeah, speaking. Is that you, Piotr? Aren’t 
you supposed to be at the Trade Fair in 
Krakow? 


What? 
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You haven't got a stand? Well, how did 
that happen? 


Maybe it’s the laptop you're using. 
Well, what happened to our laptop? 


Those carriers! They’re unbelievable! 
That’s the last time we use them! I'll give 
them a piece of my mind when I speak 
to them. 


Where’s Liesl? 

This just gets worse, doesn’t it? 

What’s gone wrong with the brochures? 
Portuguese! Oh, no... 


That may be because I forgot to phone 
Tony. You remember we were going to 
attend the Lisbon Trade Fair originally. 


It completely slipped my mind. Oh, Pm 
really sorry, Piotr. 


Well, we’re snowed under at the moment 
trying to get things ready for the Midas 
launch, but, look, don’t worry. I'll sort 
something out. Can I call you back in an 
hour? 
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Hello? 

Graham? 

Yeah, speaking. Is that you, Piotr? Aren’t 
you supposed to be at the Trade Fair in 
Krakow? 

Iam at the Trade Fair in Krakow, 
Graham. I’m just about the only thing 
that arrived here in one piece! 

What? 

Well, the stand got badly damaged in 
transit, so I’ve basically just got a table 
here, a few chairs and a couple of posters 
with nothing to attach them to! It’s a 
complete disaster! 

You haven't got a stand? Well, how did 
that happen? 

Don’t ask. Look, it’s not just that. I’ve 
just tried out three of the promotional 
DVDs and two were defective - wouldn’t 
play at all. I don’t know how many more 
are like that. 

Maybe it’s the laptop you're using. 
Wouldn’t surprise me. I had to borrow it 
from another exhibitor. 

Well, what happened to our laptop? 

TIl give you three guesses. 

Those carriers! They’re unbelievable! 
That’s the last time we use them! I'll give 
them a piece of my mind when I speak 
to them. 

Yes, well, never mind that now. You’ve 
got to do something, Graham. I’m 
working flat out on my own here. 
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Where’s Liesl? 

She’s come down with some sort of 
virus. I left her at the hotel. 

This just gets worse, doesn’t it? 

Wait till you hear about the brochures ... 
What’s gone wrong with the brochures? 
The English ones are okay. The others are 
all in Portuguese. 

Portuguese! Oh, no... 

What? 

That may be because I forgot to phone 
Tony. You remember we were going to 
attend the Lisbon Trade Fair originally. 
And you didn’t tell Tony about the 
change of plan? 

It completely slipped my mind. Oh, I’m 
really sorry, Piotr. 

Graham, you've got to get me out of 
this mess. 

Well, we’re snowed under at the moment 
trying to get things ready for the Midas 
launch, but, look, don’t worry. I'll sort 
something out. Can I call you back in 

an hour? 


Okay, I'll be waiting to hear from you. 
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Hello? 

Hello, Piotr. 

Graham! You said an hour. 

Sorry. I got held up. 

What’s happening, then? 

Right. I’ve been on to the carriers and 
they’re sending a new stand out on the 
next plane. You should have that by 
tomorrow morning. 

Well, at least that’s something. 

Can you get hold of the organizers 

and tell them we’ll set up tomorrow at 
seven? 

Yeah, sure. I don’t suppose you 
remembered to put another laptop in 
with the stand? 

I’ve sent two - just in case. 

Oh, right. Good. Thanks. 

And do you happen to have a phone 
number for the promotions people? 
Because if those DVDs are defective, 
I'll get them to send more by courier. 
I’ve got it somewhere. Graham, is there 
any chance of sending someone else out 
here? Kim, for instance. 

Piotr, you know how short-staffed we 
are here right now. 

What’s this exhibition costing us, 
Graham? $18,000? 

You're right. Pll check with Liz and see if 
she can spare Kim for a few days. 
Thanks. It’s murder here. 

Well, I'll see what I can do, but I can’t 
promise anything. 

Hm. And would you mind getting some 
brochures to me in Polish, seeing as I’m 
in Poland? 

Yes, we’re having a few problems with 
that - seem to have run out. Is there any 
point in sending the ones we’ve got in 
Russian? 
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A No, Graham, not a great idea. Send the 
German ones, if that’s all we’ve got. 
But are you absolutely sure we didn’t 
order a reprint of the Polish ones? 

B TI look into it the minute I get off 
the phone. 

Okay, but could I ask you to hurry that 
up a bit, please? It is pretty important. 

B_Iknow, I know. Would it help if we got 
a local Polish interpreter in? I know you 
speak Polish, but it might help you out 
a bit. 


A Well, I wouldn’t have much time to 
brief them on the product, but yeah, 
anything’s better than nothing. 

B Okay, I'll get on to that right away. Leave 
it to me. 


A I did leave it to you and look what 
happened! 

B Yeah, well. You’re doing a great job Piotr. 
I owe you one! 


06 LEADING MEETINGS 
2 1.24 


A Coming up on CBN Business: an 
interview with media king and head of 
News Corporation Rupert Murdoch, the 
stock market report and Katy Alexander 
with the week’s business news round-up. 
But first, suffering from boardroom 
blues? Tired of taking minutes at 
meetings that take hours? Tess 
Liebowitz may have the solution ... 

B According to diplomat and economist JK 
Galbraith, ‘Meetings are indispensable 
when you don’t want to do anything’ 
Therefore, logically, if you really do 
want to do something, it’s the meetings 
you must dispense with. But can you 
dispense with meetings altogether? And 
what would take their place? At several 
well-known companies they think 
they’ve found the answer. 

At leading hotel company, Ritz-Carlton, 
meetings have taken on a different twist. 
Hotel employees have short stand-up 
meetings styled much like the catering 
events they set up for their own guests. 
They stand, mingle and chat about the 
latest developments within the hotel. 
This stand and talk style provides high 
energy and motivation for the staff to 
keep maximizing hotel service. 

Yahoo has gone one step further by 
holding regular Friday meetings in and 
around the work cubicles. Talk is casual 
and relaxed yet informative — centred 
around the snack and drink tables set 
up in the office area. This creates an 
inclusive communicative atmosphere 
that can’t be replicated in any normal 
meeting room! 

At media strategy company, Michaelides 
& Bednash they’ve come up with a 
different solution. All employees, 
irrespective of status, work around 

one enormous central table. Meetings 
become unnecessary when everyone 

in the company is sitting just across 
the table from you the whole time. 

The working day is a constant meeting! 
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Okay, thanks for coming, everybody. 
Erm, has anybody seen Lance, by the 
way? He was supposed to be here. 

Oh, yeah, he phoned to say his flight in 
from Chicago had a two-hour delay. He 
said to go ahead and start without him. 
Oh, I wanted his input on this one. 
Okay, never mind, let’s get started, 
then, shall we? Erm, so, as I said in my 
email, the purpose of this meeting is to 
review last week’s talks with the people 
from timeofyourlife.com and, secondly, 
to decide if we're interested in taking 
things further. Pieter is going to fill us in 
on the background. Pieter? 

Yeah, thanks, Ross. Well, now, 
timeofyourlife is a really exciting 
business proposition. Basically, the idea 
is that ordinary people can buy a kind of 
timeshare in various luxury goods that 
they could never afford to buy outright. 
What happens is you buy points online 
at the timeofyourlife website and you 
can use these points to buy, like, a 
Ferrari for a day, a Rolex Oyster for a 
weekend or a Jean-Paul Gaultier original 
for an evening! Neat, huh? I just love 
this proposal ... 

Er, sorry to interrupt, but is this going 
to take long, Pieter? Only I have an 
appointment at 11 and we have all read 
the summary on this company already. 
Jack, could Pieter just finish what he 
was saying? We’re looking at $20 million 
in seed capital here. I don’t want us 
rushing into anything. But perhaps we 
could speed things up a little, Pieter. We 
are short of time and by the end of this 
meeting I'd like some kind of decision on 
this. 
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So, as you can see, the advance publicity 
alone is attracting half a million visitors 
to the timeofyourlife website every day. 
Sorry, Pieter, but we seem to be getting 
side-tracked here. This is all very 
interesting, but can we go back to what 
we were discussing earlier? 

Oh, Okay. Sure. 

Perhaps we can come back to this later. 
Tell us about their logistics. 

Can I just say something here? 

Hold on a minute, Jack - you'll get your 
chance in a moment. 

It’s just that I thought we’d agreed we 
weren't investing in any more dot.coms. 
No, Jack. That’s what you wanted. But 
nobody actually agreed. 

Tania, we’ve been through this. 

Wait a minute. Who was it that said ...? 
Okay, okay! Let’s all just calm down, 
shall we? We’re here to talk about this 
proposal we have on the table. Tania, 
what’s your position on this? 


Well, I agree with Pieter that it’s a 

great business plan. Like you, I’m a 

little concerned about the logistics, 
though. The procurement and delivery 
system for a business like this would be 
extremely complex. And the insurance 
costs could be prohibitive. 

Now, hold on a second! This is all 
covered in the proposal, Tania. What are 
you saying? I thought you were with me 
on this one. 

Pieter, I think what Tania is trying to say 
is she likes the idea but the figures don’t 
quite add up. 

Exactly. 

Okay, maybe we should take a short 
break at this point, grab a coffee and 
meet back here in 15 minutes. 
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Okay, so just to summarize what 

we’ve said so far. Basically, we like the 
timeofyourlife idea. At least most of us 
do. We’re aware of the risks involved in 
a major investment in an e-business, but 
we think the concept has great potential. 
We need to make another appointment 
with these people because we have some 
doubts about their logistics. Pieter, can I 
leave that one with you? 

Sure. I'll get right on to it. 

We're also a little concerned about the 
amount of insurance a business like this 
would need. Tania, can you get back to 
me on that? 

No problem, Ross. 

Great. I think that’s about as far as we 
can go at this stage. Thanks, everybody. 
Hi, guys. Sorry I’m late. Tania told you 
the story, right? Say, did I miss anything 
here? 


07 COACHING 
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A 


v D> v D> v D> wo D> v 


... Well, that’s great, Jim. I’m pleased for 
you. It sounds like all that work we did 
on your presentation really paid off. 

It really did. 

I knew you could do it ... Okay, so what 
would you like us to work on today? 
Well, there was one thing. Actually, it’s 
to do with the presentation. 

Uh huh. 


I mean, as I said, the talk itself went 
really well. 

Right. 

But then afterwards there was this 
networking event. 

Oh, yes? 

Yeah, and, obviously, a lot of people 
came up to talk to me about my 
presentation. And this was my chance 
to make some useful contacts, but, you 
know, I didn’t feel I really made the most 
of it. 

Okay, and what makes you feel that? 
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Well, I didn’t seem to get all that many 
appointments with people. You know, I 
came away with the usual mountain of 
business cards, but not that many firm 
commitments to meet. 

Okay then, let’s look at that, then, shall 
we? Now, what precisely would you like 
to get from this session? 

Well, I suppose Id just like to be better 
at going beyond the small talk and doing 
more real business at these networking 
events. 

All right. And, on a scale from one to 
ten, how important would you say 

this issue is to you? Let’s say one’s not 
important at all and ten’s extremely 
important. 

Un, well, at least an eight. Maybe a 
nine. I mean there’s no point attending 
these events if I don’t bring home the 
business. 

Right, so an eight or a nine. This is 
obviously a priority for you right now. 
Okay, so ... 


Step 2, Reality 
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... Okay, then. So what’s the most 
challenging thing about this right now 
for you? 

I think the most challenging thing is just 
making sure I don’t end a conversation 
with a potential contact without trying 
to fix a definite appointment. But, you 
know, I don’t want to look desperate or 
pushy. The problem is, once the event’s 
over, it’s much harder to follow up, you 
know? 

I understand that. So, ideally, how would 
you like things to be? 

Ideally, I'd like to be getting 
appointments with at least 60% of the 
people I’m meeting. 

Okay, and, in comparison with the ideal 
situation, where are you at the moment 
with this? 

Hmm, I’m getting maybe 30% - ona 
good day! 

So you're looking to double your 
effectiveness? 

Well, I know that sounds like a lot to 
ask, but yes, I suppose I am. 

All right. And can you give me a few 
examples of what you're finding most 
challenging? 

Well, I guess the trickiest thing is just 
making the switch, you know. 

The switch? 

Yeah, the switch from small talk to 
business. 

Oh, okay. 

It’s like that awkward moment when 
you have to say: ‘So, perhaps we could 
do some business together?’ I mean, 
however you say it, it’s difficult if they 
don’t make the first move. 

All right, let’s explore some options 
here ... 


Step 3, Options 
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Okay, now we’ve talked around the 

issue a bit, Jim; looked at some of 

the problems you're having. So what 
alternatives do you think you have here? 
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B Well, you know, as we’ve been talking, 
it’s struck me that maybe I’m coming at 
this the wrong way. 


A Uhhuh. Go on. 

B Well, maybe I’m focusing too much 
on what I’m getting out of these 
networking events, instead of focusing 
on the people I’m meeting. 

A Sounds interesting. Would you like to 
say a bit more about that? 

B Well, I could be spending more time 
thinking about what I can do for them 
rather than what they can do for me. 

A Okay. And is there anything else you 
could be doing? 

BI think maybe there is. I mean these 
events are hopeless for doing business, 
anyway. There’s no privacy. Everyone’s 
moving around, drink in one hand, food 
in the other. All I want is the chance 
to talk to them again after the event. 

So perhaps if I can do them a favour of 
some kind - send them some interesting 
data, introduce them to someone else 

- that’s all the excuse I need to contact 
them again and start to build some kind 
of business relationship. 

A Sounds like another good idea. So what's 
stopping you from pursuing these 
options? 

B Well, nothing, I suppose - except that I'd 
need to know a lot more about the people 
TIl be meeting, before I meet them. 

A Good point. Okay, let’s think about how 
you might manage that ... 

Step 4, Way forward 

A Allright, Jim, I think we’re making some 
progress here. We’ve looked at some 
of the options you have for improving 
your networking - in particular, how to 
turn things around and focus on your 
contacts a bit more. So what are the 
steps you need to take now? 

B Um, well, I obviously need to be doing 
a lot more research on the people I’m 
meeting at these events, so that I can 
have some ideas for ways in which I 
might be able to help them without 
actually having to talk business with 
them straightaway. 

A Allright. 

B And I need to have a reason to contact 
them again at least once, maybe twice, 
before raising the subject of business. 
And, hopefully, I won’t need to raise it at 
all, because they'll do it. 

A Okay. So build the relationship first? 

B Exactly. I think maybe I could also 
benefit from some kind of course on 
networking. Perhaps I could improve my 
communication skills there. You know, 
learn some tricks of the trade? 

A That could help too. So, what do you 
think is the first thing you need to do? 

B I’mnot sure. I need to start getting my 
client research sorted out. That could 
take some time and I may need some 
assistance with it. 

A Do you have someone to help you with 
that? 


B Yes, I think so. And I should also find 
out about networking courses. Maybe 
that’s my first step. I'd like to feel ’m 
taking some immediate action. 

A Okay, and when are you planning to take 

that first step? Shall we commit to a date 

by which that will be done? 

Yes, I think that’s something I can 

probably do by the next time we meet. 

In two weeks? 

In two weeks, yeah. 

All right, so shall we discuss that next 

time? 

Yes, let’s do that. And in the meantime 

lll also talk to my assistant about that 

client research. 

A Good idea ... 


08 PROMOTING YOUR IDEAS 
2 2.02 
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Erm, well, to tell you the truth, there’s a 
part of me that’s still scared I might just 
dry up completely. I mean, you know, 
your mind goes completely blank? Makes 
me sweat just thinking about it. I have 
this nightmare where the audience has 
gone deadly quiet, and everybody in the 
room’s just staring at me and I haven’t 
got a clue what to say next! It’s only ever 
happened to me once, thank goodness, 
but I still lose sleep over it in case it ever 
happens again. 
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2 Technology. Well, if anything can go 
wrong, it will. About a year ago, I had 
not one, but two projectors break down 
on me. And then my mike went funny 
as well. I sounded like Darth Vader out 
of Star Wars for about half an hour until 
they fixed it. Completely ruined my whole 
presentation, obviously. I went mad with 
the technicians afterwards. But what can 
you do? 

3 Ialways seem to run out of time and 
then have to rush the end of the talk 
or, even worse, run over schedule. 
Audiences hate that. I’ve had people tell 
me I overprepare, but it doesn’t seem to 
matter what I do, I always have at least 20 
minutes too much material. So, for me, 
every talk’s a race against the clock! 

4 Well, some people, older people 
especially, have told me that I move 
around too much when I speak in public 
- you know, that I pace up and down 
and wave my arms about. They say it’s 
distracting. They can’t concentrate on 
what I’m saying. But for me, as an Italian, 
you know, it’s quite normal for us to 
jump around, be rather dramatic. So, 
now I worry about trying to stand still. 
And that just makes me feel tense and 
uncomfortable. 

5 What was it Franklin D. Roosevelt said? 
The only thing to fear is fear itself? That’s 
the thing I’m afraid of, still, after all 
these years in business - fear. Ridiculous, 
isn’t it? But fear’s an absolute killer in a 
presentation. Your mouth goes dry. Your 
heart speeds up. Your legs turn to jelly. 
In my experience, the first two minutes 
are usually the worst. Survive those and 
you're in with a chance. 
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Extract 1 


Er, well, I think the most important thing 
to remember is that people expect you to be 
an expert in your field of business. I mean a 
real expert. That means you should have all 
the technical information at your fingertips. 
Which is not to say they won’t want to 

see it all in print after the presentation as 
well. And if you don’t cover every detail in 
your pitch - costings, cashflow projections, 
everything — believe me, they won’t be 

slow to interrupt you to ask for it. People 
here seem to like PowerPoint, the whole 
technology thing, you know. A word of 
warning, though: forget the jokes. If you try 
to be a comedian, they just won't take you 
seriously. 
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Extract 2 


Erm, I think the main thing here is to give 
your presentation the personal touch. 
That’s what they value above everything 
else. You see, they’re judging you as much 
as, if not more than, what you're actually 
talking about. But, erm, I think too many 
presenters worry about offending the local 
culture and then they end up sounding 
much too conservative. Don’t. Be loud, be 
lively, be eloquent. They love all that. It’s 
true that attention spans do tend to bea 
bit short sometimes and you'll get loads of 
interruptions, but just go with the flow. In 
any case, people will probably want to talk to 
you about everything all over again later. 


2 2.05 


Extract 3 

Well, it’s almost a cliché, but the hard sell 
does actually work here. And, believe me, 
you really can’t be too assertive. In fact, 
they want you to impress them and expect 
you to work hard to maintain their interest. 
So, be fast, be slick, make sure you have a 
few gimmicks up your sleeve. They like all 
that stuff. And you can say as many nasty 
things about your competitors as you like - 
especially if they’re funny. Humour’s nearly 
always appreciated, and, er, you don’t need 
to be too subtle with that. They don’t want 
dark sarcasm, though - so nothing too 
negative. Wisecracks, clever remarks - that’s 
what they tend to go for. 
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Extract 4 


Erm, my main piece of advice here is: don’t 
overwhelm them with your enthusiasm. 
Of course, they expect you to be highly 
competent and confident, but quietly 
confident. People will probably have read 
through all the paperwork beforehand, but 
they'll want you to go through all the main 
points again. For the sake of formality and 
politeness, they’ll want to hear it directly 
from you. But don’t get so carried away 
talking about your own ideas that you 
forget to point out why it’s their company 
you especially want to do business with. 
That’s very important - creating a sense of 
harmony and compatibility between you and 
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them. Oh, and a long-term commitment for 
them, by the way, is 20 to 25 years, not three 
to five, as it is in the States. 


e 2.07 


Extract 5 


I suppose having a sense of humour’s the 
main thing. In fact, you can’t do without 

it really. Certainly, if you haven’t made 

them laugh even once within the first five 
minutes, you probably won't be very popular. 
People may even switch off altogether. 
Speakers are kind of expected to be fairly 
entertaining as well as knowledgeable 

about their product or service. You don’t 
actually have to crack jokes the whole time, 
but anecdotes and amusing stories seem 

to go down well. Making jokes at your own 
expense, especially, seems to help build 
rapport with an audience that can otherwise 
seem a bit cold and unfriendly. And don’t 
try to wow them too much with technology. 
Be too techie and people’ll just think you're 
showing off. 


e 2.08 


Extract 6 


Being stylish seems to be what matters 

here - both in terms of your personal 
appearance and how you actually come 
across as a person. It’s true that you do have 
to keep up a certain formality and your talk 
should always be logical and well organized, 
but within those constraints you can be 

as imaginative and innovative as you like. 

In fact, unless you are offering something 
pretty special, something attractive - 
something unique that they haven't seen 
before, you'll find them very difficult to 
persuade. Obviously, knowing exactly who 
you're presenting to is always important, but 
here it really is essential that you do your 
homework. And, er, don’t be surprised if the 
questions you get asked seem quite hostile. 
Tough questioning is all part of the business 
culture here. 


2 2.09 


Extract 1 

A Good morning, everybody. Thanks for 
coming. I’m Rachel White, area manager 
for the north-west division, and this is 
Brad Kennedy, head of our physiological 
research unit. 

B Hi. 

A As some of you already know, Brad and 
I have been working on a project of our 
own for some time now - a project, 
which we think you're going to be as 
excited about as we are. Brad? 

B Thanks, Rachel. Well, now, as the USA’s 
leading chain of health clubs with over 
a thousand centres in 35 states, we 
pride ourselves on providing the best in 
fitness training programmes. And for us, 
staying in shape is not just a business. 
It’s a way of life. According to the 
National Center for Health Statistics, 
seven out of ten of us don’t take 
regular exercise. In fact, figures recently 
published by the Surgeon General show 
that 70% of Americans are now seriously 


overweight. That’s an alarming statistic. 
But, you have to admit, a tremendous 
marketing opportunity! The question 
is, how do we reach that market with 
something totally new? 
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Extract 2 


A A recent report claims that a mere 13% 
of Americans are satisfied with their 
physical appearance. And a staggering 
92% are dissatisfied with their current 
level of fitness. So, why aren’t they 
doing something about it? We did a 
nationwide survey of people who had 
previously shown an interest in joining 
a MaxOut club and then changed their 
minds. Full details are in the report in 
front of you, but this chart highlights 
our main findings. As you can see, 15% 
of respondents said joining a gym was 
simply too expensive. 53% said they’d 
love to join if they weren’t so busy. 

And, interestingly, 32%, almost a third, 
admitted they were just too embarrassed 
to join a health club in their present 
physical condition. They wanted to get 
fit first! So, what does all this mean? 

We think the implications are clear. 
There’s obviously a huge market for an 
inexpensive alternative to going to the 
gym for people who are conscious of 
their appearance but short of time. And 
this represents a golden opportunity to 
stretch the MaxOut brand and develop a 
new product that perfectly complements 
our existing business. 
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Extract 3 

B And here it is! The MaxOut Micro-GYM! 
40% of our project budget went into 
constructing the prototype, and it’s 
taken 18 months to get this far with 
the design, but isn’t this just the coolest 
thing? I'll pass it around in a moment. 
Ladies and gentlemen, what you're 
looking at is the world’s smallest 
full-body workout system - ever. It’s 
the ultimate go anywhere exercise 
machine. And, we believe, it could be a 
significant part of this company’s future. 
With its sleek, lightweight design, the 
Micro-GYM weighs just over a pound, or 
450 grams. Disassembled, it fits easily 
into a coat pocket. The assembly itself is 
child’s play. You can be ready to exercise 
in under 45 seconds. Now, I know what 
you're thinking. Can something so 
small possibly work? Yes, it can. The 
Micro-GYM offers 35 different exercises 
for upper body, lower body and mid- 
section. It can be adjusted from the five- 
kilo setting for gentle exercise right up 
to the 18-kilo setting for a real workout. 
In fact, it can do just about anything 
that much bulkier and more expensive 
equipment can. When you can’t get to 
the gym, the Micro-GYM comes to you. 
You can get fit at home, on vacation, at 
the office, even in-flight! 
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Extract 4 


A You'll have to excuse Brad. He gets a 
little carried away sometimes. But we 
do think the Micro-GYM could be an 
enormously successful sideline to our 
main business. Okay, to wrap things 
up. The Micro-GYM has been fully 
costed - a complete breakdown is 
included in the report. Product testing 
is still being carried out, but we would 
obviously need the go-ahead from 
you before we proceed further with 
that. The Micro-GYM would probably 
be reasonably priced at around $35. 

It has been suggested that exercise 
demonstrations could be recorded 

on DVD and sold online. Both these 
suggestions would incur extra costs, 
but are currently being considered. The 
prospects for Micro-GYM are exciting. 
What we hope you'll give us today is the 
authorization to move on to the next 
stage. Thank you very much. 


B Thank you, Rachel. Okay, we’d like 
to throw this session open now for 
questions and suggestions. Feel free to 
try out the Micro-GYM for yourself. But, 
sorry, you can’t take it home. It’s the 
only one we have at the moment! 


09 RELATIONSHIP-BUILDING 
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Extract 1 

Yes, well, it’s easy to say don’t judge by 
appearances, but, I mean, we all do it, don’t 
we? You take one look at somebody and 
you're already weighing them up, deciding 
how friendly they are, how confident, how 
interesting ... It’s automatic. And then 

two minutes talking to them and you’ve 
got them labelled - successful, intelligent, 
pushy, funny, boring, potentially useful 
contact ... or not. 

You know, I read somewhere that we 
actually evaluate people within 10 seconds 
of meeting them. And apparently that’s it! 
It could then take 10 or 20 more meetings 
with that person to alter our first impression 
of them. I’m not so sure that’s true, but I 
do think you can tell a lot about a person 
on first meeting them. It’s the little things 
- a classy watch, a sharp suit, a nice smile, 
a nervous gesture, an ugly tie. Bitten 
fingernails are a no-no for me. Ora limp 
handshake. The wet fish! Absolute turn-off. 
Actually, I think a good firm handshake is 
really important. I’m working in Germany at 
the moment. You know the Germans shake 
hands practically before every meeting? 
Even if they’ve already met you! 

Extract 2 


Actually, I think it’s last impressions that 
we sometimes overlook. I mean, it’s the 
impression you leave people with that 
counts. If you’re meeting a lot of people 

all at the same event, it’s easy just to drift 
around from group to group and never 
really make contact, like some kind of social 
butterfly. 
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I think you've got to be good at listening and 
drawing people out, investing some time 
in them and then making sure you close 
the conversation in a positive way. The old 
‘Oops, gotta go. Been great talking to you’ 
thing is really bad. Or ‘Here’s my card. Give 
me a call? Way too impersonal. You have to 
be careful how you end the conversation 
because that’s what people are going to 
remember. And there’s no point having the 
conversation in the first place if you're not 
going to try and make that person feel like 
it’s been really worthwhile. 

Extract 3 


I think a good sense of humour is 
essential. At least, in Britain and America, 
it is. Humour’s very much how we build 
relationships over here. On the other hand, 
have you ever done business in Finland? 
Ihave. Very different situation. You can 
forget the humour. They don’t even really 
like small talk all that much. They'll lounge 
around with you in the sauna, no problem! 
But they don’t give much away personally. 
Just not part of the business culture there. 
Of course, it may be that they just don’t 
understand our humour. I mean, humour’s 
very cultural, isn’t it? You watch a comedy 
on a foreign TV channel and it’s hard to 
see what on earth they’re laughing at. They 
probably think the same about our jokes. 
But then I think jokes are usually a mistake, 
anyway, unless you know the other people 
very well. But you don’t have to tell jokes 
to be humorous. Better just to make a few 
amusing observations. The worst thing is 
telling a long complicated joke and nobody 
laughs. Agony! Don’t do it! 

Extract 4 


Of course, now that we live in the so-called 
‘network economy’, everyone makes a big 
deal about networking. But it depends who 
you're networking with. Take the Russians. 

I mean, they’ll have a serious conversation 
with you on any subject you care to name, 
but small talk is not really their thing. Same 
with the Germans, the Swiss, the Swedes — 
generally very good English, happy to talk 
about work, but not really keen on the social 
chit-chat. 

But go out with a group of Russians after 
work and they really let their hair down! 

In that sense they’re a bit like the Chinese. 
They like a big sit-down meal with plenty to 
eat. What they don’t like is the mingling, the 
wandering around chatting to people. 
Basically, it’s the British, the French, the 
Latins and the Americans who are into the 
schmoozing thing. Americans, especially, 
have made an art of it. I mean, they’re 
always easy to talk to. It doesn’t get very 
deep usually, but they'll come right up to you 
and start a conversation and, actually, I quite 
like that. Working the room, as they call it, 
and that’s what it is for them - work. 


2 2.14 


Conversation 1 
A Alessandro! 


B Hello, Janine! How are you? I didn’t 
expect to see you here! 


> Uù PU Fw 


No, I don’t normally come to these 
things. But a colleague couldn’t make it, 
so I stepped in at the last minute. 

How long has it been? 

Oh, ages. A year, at least. You’re looking 
very well. 

Just got back from holiday. St. Lucia. 
Lucky you! Look, Alessandro, I was just 
on my way to an appointment. 

Oh, okay. No problem. Don’t let me keep 
you. Perhaps lll catch you later. 

I hope so. As a matter of fact, I should be 
free in about an hour or so. Will you still 
be around then? 

Oh, yes. It’s just me on the stand this 
year, I’m afraid. 

Oh, well, in that case, why don’t I meet 
you back here when I’m done and 
perhaps we can go out for a drink - or 
grab a bite to eat if you're free. I’ve lots 
of news to tell you. And I want to find 
out all about your holiday! 

Great. No, I’ve no plans for this evening. 
See you later, then. 
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Conversation 2 
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Ms Mendoza? 

Yes. 

How do you do? I don’t think we’ve been 
introduced. I’m Martin, Martin Shaw, 
the new assistant sales manager for our 
North American division. First week 
here, as a matter of fact. 

Oh, pleased to meet you. Welcome 

to Mexico! 

Thanks! 

So you're working with Richard, no? 
That’s right. 

I head up the biotech team at Zantis 
here in Tampico. Perhaps Richard has 
mentioned me. 

Yes, of course. He told me all about your 
set-up here. Actually, Richard’s just been 
detained for a moment. But I’m sure 
he’ll be joining us shortly. Can I get you 
anything to drink, Ms Mendoza? 

No, I’m fine, thanks. And please, call 

me Victoria. 

Right, Victoria, well, you don’t mind 
EI? 

No, no, of course not! What are you 
going to try? 

Tm not sure. Could you recommend 
something typically Mexican? 
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Good morning. Ms Vatland? 

That’s right. 

We haven’t met. I’m Daniel Crane. Ana 
Lindstrom gave me your name. She 
might have mentioned me? 

Ah, Mr Crane! Yes, Ana said you'd be 
stopping by. Can I offer you anything? A 
coffee, perhaps? 

Thank you, that would be very nice. 
Okay. ... There you go. So how are you 
enjoying the Fair? 
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Well, this is all new to me, but I’m hoping 
to make some useful contacts. It’s 
certainly been an eye-opener so far. I'd no 
idea the industry was so developed here. 
Oh, yes. There’s a lot of interest right 
now. I understand from Ana that you’re 
looking for agents in Scandinavia, is that 
right? 

Yes, that’s right. We’re also looking 

for a good business lawyer with local 
knowledge to work with over here. 

I don’t know if you happen to know of 
anybody? 

Well, I can think of several people who 
might be able to help you there. And, as 
far as agents are concerned, I can 
certainly put you in touch with some 
very professional operations. 

That would really be very helpful, 

Ms Vatland. 

Please. Lena. 


Lena. Ana said you were the person to 
talk to and I can see that she was right. 


e 2.17 
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Stella! Max! You’re just in time to join us 
for a little pre-match get together. 

Hi, Craig. Hi, Karen. Mmm ... is that 
coffee I can smell? 

Sure is. They use Arabica beans here - 
it’s just fantastic! Would you like a cup? 
It really hits the spot. 

Oh go on then, I could do with warming 
up a bit. 

There you go. Stella? 

Yes, please. It is a little chilly this 
morning. Beautiful day, though. 

Isn’t it? Well, now, we should probably 
be thinking of making a move quite 
soon. Unfortunately, we can’t count on 
the weather staying fine at this time 

of year. Max, you're partnering Karen. 
And Stella, you're stuck with me, I’m 
afraid. Now, I’ve arranged for us to have 
lunch at the clubhouse - they’ve got an 
excellent restaurant there. So I thought 
we'd start at the tenth and just play the 
last nine holes, if that’s okay with you. 
That way we should be able to get round 
the course in a couple of hours or so. 
Sounds perfect. 

And, Max, I think you'll find my game’s 
improved a little since we last played. 
Splendid! I always like a challenge, Craig. 
You know that ... 
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Extract 2 


A 


Oh, come on! I don’t know what’s the 
matter with my game today. I just can’t 
seem to get the ball straight. Sorry, 
Stella. You must be wishing you'd 
teamed up with Max. 

Well, you have been in two sand-traps 
and a lake, Craig! And this is only our 
third hole! 

I know, I know. Your shot, Max... 
Craig, I’ve been meaning to have a word 
with you about this disposal operation 
of ours. 
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Ah, I was wondering when you'd get 
round to mentioning that. Look, Stella, 
you know my position on that ... 

Now, Craig, listen to me. You know I 
want that oil platform disposed of at 
sea. It’s by far the most cost-effective 
method. Oh, sorry, Max. I’m not trying 
to put you off your game. Oh, great shot! 
Wow, that’s almost all the way to the 
flag! Craig, you didn’t tell me Max was 
such a fantastic player. 

No, I, er, look, Stella, this oil platform 

- disposing of it at sea. Don’t you think 
it’s a bit risky? I know it’s technically 
possible. But there must be 130 

tonnes of highly toxic and radioactive 
substances on that platform! 

Craig, you're starting to sound like 

a Greenpeace activist, for goodness’ 
sake! ... By the way, I understand you've 
applied for the top job here in Scotland. 
Yeah, so? 

So’s Max. 

What? 

Yeah. And the way it’s looking he may 
well get it. Seems the board like his 
competitive spirit. 

Isee. 

Of course, I could probably put in a word 
for you. Let’s talk later. For the time 
being, Id like you to concentrate on your 
game! I’m not a good loser, Craig! 
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Extract 1 

A Magda! 

B Hello, Anne. Brrr! It’s a bit nasty out 
there tonight. 

A Horrible, isn’t it? Come on in. Let me 
take your coat. You managed to find us 
okay, then? 

B Well, I got a bit lost coming off the ring 
road, as usual. Sorry I’m a bit late. 

A Oh, don’t worry. Martin’s still slaving 
away in the kitchen. Actually, he had a 
bit of a crisis with the starter just half 
an hour ago. You should have heard 
the language! Probably just as well you 
weren't here. 

B Oh, right. So Martin’s cooking, is he? 

A Mm. He’s quite an expert in the kitchen 
- fortunately for me. I can’t boil an egg 
myself! 

B Oh, I brought you this. 

A Oh, thanks, you shouldn’t have. IIl put 


it in the fridge. Come on through. 
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Extract 2 

B Oh, what a fabulous apartment! 

A Thanks. We like it. 

B Have you been here long? 

A Um... about two years now. The whole 


place was an absolute wreck when we 
moved in. We had to do just about 
everything to it. Now, how about 
something to drink? 

Whatever you’re having is fine. 

Okay. I'll be right back. Make yourself 
at home. 


orw 


A 


Hi, Magda. I’m Martin. I don’t think 
we've met. 

Hello, Martin. Pleased to meet you. 
You're the chef, I understand. 

Oh, yes. Doing a good job of setting fire 
to the kitchen at the moment. I had to 
rescue the starter. 

So I heard. 

Ah, so you two have met. Good. There 
we are, Magda. Let me know if you want 
a refill. 

Thanks. 

Are we nearly ready, then, darling? 

Er, yes, I’m just waiting for the sauce. In 
fact, I'd better go and check on it. I don’t 
trust that new cooker. 

Oh, okay. 
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Extract 3 
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Dinner’s ready when you are. 

Right, Magda, sit wherever you like. 
Now, we're having duck in a berry sauce. 
Mm, smells delicious! 

Now, there’s more duck if you want it. 
And help yourself to vegetables. 

Mm, this is absolutely delicious. 

It’s one of Martin’s specialities. 

Mn, it’s really good. The duck’s all crispy 
on the outside and juicy on the inside. 
Tm glad you like it. 

You must let me have the recipe. 

Oh, it’s very simple, really. You just need 
the right ingredients. 

Magda, I’ve been meaning to talk to you 
about this business in Poland. 

Oh, yes, that. 

Do you know what’s going on there? 
Because no one seems to be able to tell 
me anything. 

Right, well, excuse me a moment. If you 
two are going to talk business, I'll go and 
see to the dessert. 

Well, I ought to be making a move soon. 
Early start tomorrow. 

Oh, you don’t have to rush off just yet, 
do you? How about some more coffee? 
Okay, just half a cup. And then I really 
must be going. 

Well, thank you both for a lovely 
evening. Martin, youre a brilliant cook. 
Oh, I don’t know about that. 

Next time you must come to my place, 
although I can’t promise you such a 
fabulous meal. 

Bye, Magda. Take care now. See 

you tomorrow. 


10 MAKING DECISIONS 
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Don’t even think about jumping from 
a moving vehicle. At 70 miles per hour 
the chances of surviving are remote. 
And crashing into the mountainside at 
this speed will almost certainly send 
you straight through the windshield. 
So, even though you may be scared of 
going over the cliff, your best chance of 
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slowing the car down is to repeatedly 
run it against the crash barriers. After 
all, that’s what they’re there for. 


2.23 


Resist the temptation to run. You 
cannot outrun or outclimb a mountain 
lion. And put any ideas of playing dead 
out of your mind. While it may work 
with grizzly bears, to a mountain lion 
you'll just look like a free lunch. Your 
best bet is to shout and flap your coat at 
the animal to make yourself look bigger 
and fiercer than you really are. Mountain 
lions are not proud. If you look like more 
trouble than you're worth, there’s a 50- 
50 chance they'll back away. 


2.24 


Water transfers heat away from the 
body 25 times faster than air. So trying 
to keep warm is more or less futile. And 
while you’re staying calm and conserving 
energy, the chances are you're dying. You 
have to get out. Turn in the direction 
you fell and use your elbows to lift 
yourself onto the edge of the ice. Reach 
forward as far as possible and kick your 
feet as if you were swimming. Once you 
are back on the ice, crawl to shore. 

Do not in any circumstances try to 

stand up. 


2.25 


When landing a light aircraft, make sure 
that the nose of the plane is six inches 
below the horizon. As you approach the 
runway the plane should be flying at 

an altitude of about 100 feet. If you’re 
higher, you'll overshoot the runway 
completely. The optimum speed on 
landing is about 60 miles per hour. Go 
faster and you may take off again. Go 
slower and you'll drop like a stone. Upon 
landing, it’s a good idea to brake as soon 
as you've gained control of the steering. 
By reducing your groundspeed by 50% 
you triple your chances of survival. 


2.26 


The current world record for the long 
jump is just under nine metres, but most 
people can barely manage three or four. 
The chances are you can’t either. To clear 
four and a half metres in conditions that 
are far from ideal you'd need a 20 to 30 
metre run-up, perfect timing and a great 
deal of luck. Frankly, your chances are 
slim. The truck is a much better idea and 
it is quite possible to fall from the sixth 
floor and live. But don’t jump out from 
the building unless there are balconies 
in the way. You'll be carried forward 

and miss the truck completely. Drop 
vertically and take care to land on your 
back to avoid breaking it. 


2.27 


The taxi could take anything from a 
few minutes to just a few seconds to 
sink. But there’s not much point trying 
to force the door open because the 
water pressure will make this almost 
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impossible. If the car does sink there’ll 
be little or no air left anyway, so forget 
about trapping air inside. By far the 
most sensible thing to do is to open the 
window and actually let more water in. 
Even if you can’t escape through the 
window, once the water pressure inside 
and outside the car are equalized, there’s 
a fair chance you'll be able to open the 
door and save yourself - and maybe the 
driver too! 


2.28 


It’s very unusual for both parachutes to 
fail, so by struggling with the emergency 
chute there’s an outside chance you'll 
get it to work. But don’t bet on it. You 
may just be wasting precious time. 

If you can share one of your friends’ 
parachutes you're in with a chance, but 
just grabbing onto the nearest person 

is not a smart move. The G-force when 
the parachute opens will throw you 
apart. At 14,000 feet and falling at your 
terminal velocity of 120 miles per hour 
you ve got about 75 seconds before your 
appointment with Mother Earth. So 
firmly attach yourself to the chest straps 
of another parachutist. You don’t stand 
a chance unless you do. 


2.29 


You are 30 times more likely to be struck 
by lightning than to be attacked by a 
shark, but this is little comfort in your 
present position. Splashing around and 
making a noise will simply give the shark 
the idea you're in distress and easy meat. 
It’s acommon mistake to think the 
shark’s nose is the best area to target. 
Punch it there and you are liable to lose 
a hand or arm - depending on the size of 
the shark. You'd do much better to strike 
at its eyes or gills since these are 

a shark’s most vulnerable points. 


2.30 


Meeting 1 


A 


O DUD 


D> Ww 


Right, as you know, our last offer to the 
union was a 3% pay rise and a two-hour 
reduction in the working week to be 
gradually phased in over the next 18 
months. The ball is now firmly in their 
court. Ragnar, do you have any idea 
which way they'll vote? 

Word is they'll turn it down. In fact, 
they might even be considering taking 
industrial action. 

A strike? 

I don’t know, Dan. It’s a possibility. 
With the current backlog of orders a 
strike’s the last thing we need! 

Now, let’s not jump to conclusions. 
They haven’t announced the result of 
the vote yet. 

My sources are usually accurate, Per. 
Look, time is short. If the vote goes 
against us, I want us to be able to come 
straight back with an improved offer. 
So let’s put our heads together and see 
what we can come up with. 


? 2.31 


Meeting 2 


A 


Okay, we've weighed up the various 
pros and cons. Now it’s time to reach 

a decision and stick to it. Our latest 
information is that the political 
situation in Somalia is worsening. In 
fact, it may only be a matter of days 
before the country is plunged into civil 
war. The proposal is that we should pull 
our people out of there immediately. 
Now, wait a minute, Richard. I don’t 
want us rushing into anything. This 
whole issue requires long and careful 
consideration. This is our biggest 
production plant in North Africa and 
we're talking about closing it down here. 
I’m well aware of that, Hans. But I take 
it we're all in agreement that our first 
priority is to safeguard the 

well-being of our personnel. 

Of course. 


Well, then, I don’t see we have any 
option but to give this proposal our full 
backing. 

Aren't we overlooking something here? 
I mean it’s all very well talking about 
flying our management team home and 
closing the plant, but what about our 
factory workers? They'll all be out of 

a job. 

I’m afraid our responsibility to local 
workers is different, Andrea. When it 
comes to the crunch, we have to look 
after our European staff first ... 


2 2.32 


Meeting 3 


A 


Okay, you've all seen the results of the 
road tests. It looks like the two-litre 
model has some kind of a steering 
problem and we may have to authorize 
a total product recall while we conduct 
further tests. 

Isn’t that a bit drastic, Simon? I mean, 
it’s only a slight steering problem, isn’t 
it? And it doesn’t seem to be affecting 
the smaller-engined models. 

Well, that’s what we’re here to discuss, 
Matt. With a safety issue like this I don’t 
think we should take any chances, 

but Id like your input on this before 
committing us to any definite course of 
action. Laura? 

Hm, I’m in two minds about it. I mean, 
I agree with you that the safety of our 
customers must come first. But if we 
take the whole series off the market, I 
dread to think what the newspapers will 
do with the story. At this stage I think 
we should keep our options open. And 
these test results aren’t conclusive, are 
they? 

Well, no, but I don’t think we can just 
sit on the fence here. In the long run, 
failing to act quickly could do us a lot of 
harm. 


So what do you suggest? 
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A Well, in the absence of more reliable 
data, I think I’m going to have to go with 
my gut instinct on this one. I’m just not 
prepared to put our customers’ lives at 
risk ... 


2 2.33 


Step 1 

The mighty Coca-Cola has been the world’s 
number one brand for so long, it’s hard 

to imagine anything threatening its 
position of global dominance. One of the 
company’s own publicity brochures proudly 
declares: ‘A billion hours ago human life 
appeared on Earth; a billion minutes ago the 
three great monotheistic religions emerged; 
a billion seconds ago the Beatles performed 
on the Ed Sullivan Show - a billion servings 
of Coca-Cola ago was yesterday morning.’ 
Quite a claim. And one that makes a loss of 
consumer confidence unthinkable. 

But take yourself back to May 1999. The 
unthinkable has just happened. Hundreds 
of people in Belgium and France have 
become ill after drinking what they claim is 
contaminated Coke. And when the cause of 
the problem cannot quickly be established, 
the famous soft drink is officially banned 
in both countries as well as Luxembourg 
and the Netherlands. The price you pay for 
being the brand leader is that customers 
expect quality, as Coca-Cola’s CEO is the 
first to admit. ‘For 113 years, he says, ‘our 
success has been based on the trust that 
consumers have in that quality.” Now that 
trust is shaken. 

In fact, the four countries banning Coke 
only represent 2% of the company’s $18.8 
billion in annual sales. But within a week 
consignments exported from Belgium to 
other countries as far apart as Germany 
and the Ivory Coast have also been seized 
by officials. Though no definite proof of 
contamination has yet been found, the panic 
is starting to spread ... 


2 2.34 


Step 2 

1999 is not a good year for soft drinks 
companies. Though the Dow is up 25%, both 
Coke and Pepsi, normally well ahead of the 
market, are down by around 13%. Coca-Cola 
is not going to rush into a highly expensive 
product recall. 

In any case, early examinations of the 
Belgian bottling plants find nothing unusual 
and an official toxicologist’s report concludes 
that the 200 cases of sickness are probably 
psychosomatic. 

But while Coca-Cola is deliberating over 
what action to take, rivals Pepsi and Virgin 
Cola are quick to fill the gaps left on the 
supermarket shelves. And Coke’s refusal 

to react until it has conducted a thorough 
investigation is starting to look like a denial 
of responsibility ... 
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Step 5 

This is how Coca-Cola actually handled the 
problem. 

Initially, full-page advertisements were 
taken out in European newspapers to 
reassure the public that the quality of Coke 
was ‘irreproachable’. This was not totally 
successful as the public at that time could 
still remember a similar contamination 
scare at Perrier some years before and all the 
talk was of pesticides on fruit and mad cow 
disease. 

But, fortunately, the source of the Coke 
contamination was eventually traced to 

a strange fungicide on cans shipped from 
Dunkirk and poor carbon dioxide at 
Coca-Cola’s bottling plant in Antwerp, which 
makes the Coke taste a little different but 
does no real harm. It wasn’t the Coke itself 
but the cans that were contaminated. 


Coke took the necessary measures and, at 
enormous cost to the company, all 17 million 
cases of Coke were withdrawn. Finally, in 

a spectacular public relations coup, and as 

an apology to the Belgians who had been 

ill, Coca-Cola offered a free one-and-a-half 
litre bottle of Coke to each and every one 

of Belgium’s ten million citizens! Coke was 
immediately back in the stores. 


11 STRESS 
2 2.36 


Now, this next slide shows how performance 
varies with the level of stress. At very 

low levels, as shown by the yellow area, 
performance, health and motivation are low. 
This state is referred to as Under-stressed; 

it may be experienced by people who are 
unemployed, or who have very boring jobs 
with too little to do. 

As the level of stress increases, in the green 
area, performance improves and people 

feel more motivated. This state is known 

as Eustress, that’s E-U-S-T-R-E-S-S, or 

‘good stress’. Many people need a moderate 
amount of stimulation and pressure in order 
to perform at their best. 

However, if the level of stress increases 
beyond a certain point it becomes 
destructive and reduces levels of 
performance, motivation and health. This 
red zone is called Distress. The first step in 
managing both your own and other people’s 
stress is learning to recognize the symptoms 
of Distress. 


2 2.37 
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A Tm sorry, Mark, you must think I’m so 
unprofessional! 

B Notat all. You're frustrated because the 
customer keeps changing his mind. It’s 
perfectly normal, and it’s better to get it 
off your chest. 

A Thanks. 
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I just never seem to finish my ‘to do’ list. 
There just aren’t enough hours in 

the day. 

You obviously need to prioritize. HR run 
a really good time-management course. 
If I were you, I'd register straight away. 
In fact I’m surprised you haven't already 
done it! 

Oh, yeah. Erm, thanks, Jacky. 


Look, Corey, even if I write the whole 
thing again, I’m sure it still won't be 
good enough for you! 

I understand how you feel. Would it help 
if Martha took over some of your regular 
work for a couple of weeks? That would 
give you more time, and then maybe you 
could work from home some days? 


Oh, yes, that would be great. Erm, thanks. 


Brett, I just can’t go on like this! 
What’s the matter? 

I don’t ... I don’t want to talk about it. 
Was it Pete Jennings? Has he upset you 
again? 

Mm. 

Was it something he said? D’you want 
me to talk to him? 


No!! ... erm, no ... thanks. 


Listen, Jo, how can you ask me to 
transfer to London when you know my 
partner’s just found a good job here? 
Well it’s hardly my fault! I don’t decide 
company policy; I’m just trying to do my 
job. 

Oh, right! Well thanks! 


That’s the third time this week I’ve left 
after 8 pm. I’m burning out here, Perry! 
It’s just the time of year. It’s always like 
this in November. You'll get used to it. 
Anyway, it’s not as bad as January. 

Oh great - thanks! 


What’s the matter? 

I’ve just had my head bitten off by 
Production. I ordered the wrong 
components again. I can’t seem to go 

a week without putting my foot in it. I 
must be stupid or something! 

Oh, come on! It could happen to anyone. 
You're just going through a difficult 
period. It was an honest mistake, there’s 
no need to feel guilty about it. 

Yeah, I suppose so. Thanks, Chris. 


Tm never going to meet the new sales 
objective. It’s just not fair! 

Not fair? 

Yeah, just because Marcus is always 
over target, you've raised everybody's 
objectives! I mean come on, Georgie, 
we're not all sales superstars like he is! 
Hmm. What would happen if you didn’t 
meet your target? 

Well I wouldn't get my bonus for a start! 
Uh huh. How big a problem would 
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that be? 


O Well... not really that disastrous 
actually, since the basic’s gone up. It’s 
just the principle, isn’t it? But yeah, if 
you look at it like that, I suppose it’s not 
the end of the world. Thanks. 


12 EMAILING 
2 2.38 


Welcome to the In Company Business 
Podcast Career Spot. 

Forget about spelling, switch off your 
grammar check, and you just might email 
your way to the top of the corporate ladder. 
According to research by Professor David 
Owens of Vanderbilt University into what 
your email says about your career prospects, 
sloppy, hastily written emails are a clear sign 
of leadership potential. ‘High-status people 
in a company’ he says, ‘send short messages 
and they have the worst grammar and 
spelling in the firm. This isn’t because they 
are the least educated. They just don’t have 
time to waste on the small stuff. 

Owens’s study shows that high-fliers 

invest more time in ‘face-mail’, face-to-face 
meetings with those they need to liaise with 
or persuade. This leaves them just a few brief 
moments during the day to dash off emails 
confirming what was decided, making 
last-minute changes and tying up any loose 
ends. Frequently the emails of natural-born 
leaders are no more than a phrase: ‘Fine 

by me’, ‘Let’s do it!’, ‘Okay, see you at the 
meeting’. 

The neatly paragraphed 300-word email 
with a 5Mb attachment, on the other hand, 
is strictly for corporate losers. The message 
it sends is: my job is so undemanding and 
lacking in challenge or responsibility, I have 
hours to craft this email into a work of art. 
‘Reply to all’ usually indicates a time-waster, 
whilst anyone who uses the ‘blank carbon 
copy’ to secretly involve the boss in emails to 
colleagues, is a poor player of office politics 
and definitely not to be trusted. 

Owens’s research also reveals that anyone 
who has a habit of forwarding jokes or 
sending animated electronic greetings cards 
is destined never to reach the level of senior 
management. An overuse of smileys and 
other more elaborate emoticons further 
undermines professionalism and guarantees 
you won't be taken seriously. According to 
Owens, office jokers play an important social 
role - they boost morale and are unlikely 

to be fired, but they don’t very often get 
promoted. 

But is it really true that bad email is good? 
A study attributed to Cambridge University 
and widely circulated on the Internet, claims 
that bad spelling, at least, is not much of 

a barrier to communication. And surveys 
suggest that when native English speakers 
receive emails from non-natives, the last 
thing they care about is the grammar. So, if 
you want to stay on the executive fast-track, 
don’t waste your time on email - you’re 
supposed to be much too busy! 
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This week on CyberReport Terry 
Lancaster takes a look at some of the 
biggest email blunders ever made. 


> & 


In April 2000 millions of computer users 
received an unexpected email. The subject 
line was intriguing. It said ‘I love you’ 
Those whose curiosity got the better of 
them opened the message and unleashed 
what later became known as the Love Bug 
- a virus so lethal it has so far infected 
45 million PCs and caused $8.7 billion 
worth of damage to computer networks 
worldwide. 

Computer viruses like the Love Bug 
sound like every company’s worst 
nightmare. But the real danger these days 
is not so much what can get into your 
email system as what can get out. You 
just never know where that email you 
now regret sending may end up. 

The first high-profile blunder occurred 

in 1997 when employees at the Norwich 
Union insurance company started 
spreading a rumour about a competitor 
on their internal email system. Western 
Provident, they said, was about to go 
bankrupt. Western Provident was not 
about to go bankrupt, and when the 
emails suggesting it was came into 

their possession, it sued. The case was 
eventually settled out of court for a cool 
£450,000. 

In yet another email blunder instance, 
Devon schoolgirl Claire McDonald found 
herself receiving emails containing top 
secret information from the Pentagon 
after being accidentally added to a cc list 
by a naval commander. One of the emails 
was offering advice to the UK on how to 
prevent secrets from being leaked. She 
received so many secret files, it caused 
her computer to crash! 

And the corporate email blunder 

stories just go on. When Dow Chemical 
discovered hundreds of controversial 
emails being exchanged between 
members of staff, the company took 

no chances. It fired 74 employees and 
suspended a further 435. 

But disciplining your staff electronically 
isn’t always a good idea, as the CEO of 
Cerner, Neal Patterson, found out to 

his cost. When Patterson reprimanded 
400 managers by email, his criticisms 
somehow found their way onto the 
Yahoo! website — for all the world to see. 
Cerner stock fell by 28% within the week. 
And at Merrill Lynch in 2002, the 
company ended up paying out $100 
million when Henry Blodget, an Internet 
stock analyst, strongly recommended 
buying stock in a company he had 
previously described, in what he thought 
was a private email, as totally useless. 
But perhaps the most famous business 
emails in history came to light during 
the Microsoft® antitrust trials. When 
Netscape was still operational, CEO Jim 
Barksdale claimed his company never 
wanted to collaborate with Microsoft 

in the Internet browser market — until, 


that is, Microsoft lawyers unearthed 
an email from Netscape president Jim 
Clark to a senior executive at Microsoft 
stating clearly: “We do not want to 
compete with you. And Microsoft, for 
its part, denied any attempt to push 
Netscape out of the market - until an 
email from Bill Gates to AOL executives 
was submitted as evidence. The email 
clearly expressed Gates’ desire to 
sabotage Netscape. Oh, dear! 


So the message is clear. With email, 
honesty is not always the best policy. 
And if you must tell the truth, think 
twice before clicking that send button. 

A That was Terry Lancaster talking about 
the biggest email blunders ever made. 
And now a sneak preview of the latest in 
wireless technology ... 


13 MAKING AN IMPACT 


2 3.01 
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Did you know that of the world’s 

100 biggest economies only 56 are 
actually countries? That’s right, 56. 
The other 44 are companies! In fact, 

if companies were allowed to join 

the G8 group of the world’s richest 
countries, Microsoft would take the 
place of the poorest country! I think it’s 
getting a little scary, don’t you, when a 
corporation can outperform a nation? 
And maybe it’s time to stop and ask 
ourselves: should business really be 
that powerful? 

2 You know, the joke books of the world 
are probably full of more lawyer jokes 
than just about anything else. One of 
my favourite lawyer jokes is: this guy’s 
having a quiet café latte at a coffee bar 
when an angry man starts shouting 
‘All lawyers are criminals!’ The man 
jumps to his feet and cries ‘I resent that 
remark!’ ‘Why?’ says the angry man. ‘Are 
you a lawyer?’ ‘No’ says the man, Tm a 
criminal!’ But I’m here to tell you that 
not all lawyers are corrupt. It’s just 99% 
of them who give the others a bad name. 

3 Good morning. Erm, I'd like to start 
off by thanking Dr Jensen, Dr Tan and 
Dr Martinez for inviting me to speak 
today. Our company has a long history 
of collaboration with this university and 
it’s always a great pleasure to address the 
robotics experts of the future. Erm, yes, 
before I begin, perhaps I could just take 
a moment or two to introduce you to the 
rest of my team, who are here with me 
this morning ... 

4 I think it was Thomas Edison who said: 
‘T have not failed. I’ve just found 10,000 
ways that don’t work. Of course, Edison 
was an inventor, but he could just as 
easily have been talking about sales. In 
sales, our success rate is nowhere near as 
bad as one in 10,000. At least, it better 
not be! But we have to go through an 
awful lot of ‘no sales’ to make one sale. 
And the ability to deal with failure is the 
single most important characteristic of 
the successful sales professional. Could 
you just raise your hand if you failed to 
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make a sale yesterday? ... Just about 
everybody, right? Well, congratulations! 
You're obviously on the right track! 

5 I was looking through the appointments 
pages the other day and came across 
this unusual job advertisement. Here it 
is: ‘Good hours, excellent pay, fun place 
to work, paid training, mean boss! Oh, 
well, four out of five isn’t bad.’ Wouldn’t 
you like to be interviewed by that boss 
who admits he’s mean? How powerful 
that little touch of honesty is. And that’s 
exactly what I want to talk to you about 
this morning: honesty in advertising. 
And how you get people’s attention 
when you simply tell the truth ... 

6 Whenever I’m asked about Total Quality, 
I think of the story of the American 
steel magnate, Andrew Carnegie. It 
seems Carnegie was doing a factory 
tour one day, when he stopped to speak 
to one of the machine operators - a 
grey-haired old guy obviously coming up 
to retirement. ‘Wilson, he said, reading 
the man’s name badge, ‘how many 
years exactly have you been working 
for me now?’ ‘39, sir, Wilson replied 
with a proud smile. ‘And may I add that 
in all those years I made only one very 
small mistake.’ ‘Good work,’ mumbled 
Carnegie, ‘but from now on, please try 
to be more careful. 


2 3.02 


Extract 1 


In the long history of the world, only a 

few generations have been granted the 

role of defending freedom in its hour of 
maximum danger. I do not shrink from this 
responsibility — I welcome it. I do not believe 
that any of us would exchange places with 
any other people or any other generation. 
The energy, the faith, the devotion, which 
we bring to this endeavour will light our 
country and all who serve it - and the glow 
from that fire can truly light the world. And 
so, my fellow Americans, ask not what your 
country can do for you — ask what you can 
do for your country. My fellow citizens of 
the world, ask not what America will do for 
you — but what together we can do for the 
freedom of man. 


2 3.03 


Extract 2 


I say to you today, my friends ... so even 
though we face the difficulties of today and 
tomorrow, I still have a dream. It is a dream 
deeply rooted in the American dream. I have 
a dream that one day this nation will rise up 
and live out the true meaning of its creed: 
‘We hold these truths to be self-evident; that 
all men are created equal. I have a dream 
that one day on the red hills of Georgia 

the sons of former slaves and the sons 

of former slave owners will be able to sit 
down together at the table of brotherhood. 

I have a dream that one day even the state 
of Mississippi, a state sweltering with the 
heat of injustice, sweltering with the heat 
of oppression, will be transformed into an 
oasis of freedom and justice. I have a dream 
that my four little children will one day live 
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14 OUT AND ABOUT 


e 3.08 


in a nation where they will not be judged by 
the colour of their skin but by the content of 
their character. I have a dream today. 


3.07 


Ladies and gentlemen, we are truly 
on the brink of a revolution in 


Sod 
1 


2 3.04 biotechnology. I’m reminded of the Traveller I'm sorry I ead fat. Name's 
Extract3 words of futurist and science fiction Lucas Loomis. 
Th iet t chall f writer Arthur C. Clarke: ‘People go Leary Macon Leary. 
a T ie iene through four stages’ he said, ‘before Traveller You a Baltimore man? 
sind the economie Ne They a á any revolutionary development. Stage Leary Yes. 
to be faced together and we have to RDA its ee: donit waste my Traveller Me too. Greatest city on the 
master them both. What are our chances E stage two: its interesting, but aok earth. One of these seats is not 
of success? It depends on what kind of vmportant, Stage threes eave said really enough for me. And the 
people we are. What kind of people are we? lene good aea And stage four I F stupid thing is, I travel for a 
We are the people that in the past made thought of it first.’ In gene therapy WETE living. I demonstrate software to 
Great Britain the workshop of the world, abo ut ioreinter siage Our Sad Alik computer stores. What do you 
the people who persuaded others to buy ok company To honesty beable toisay do, Mr Leary? 
British, not by begging them to do so, but 2 We thought of it PEt, Thank yeu; Leary I write travel guidebooks. 
because it was best. We are a people who ieee ae see like we ibe run out Traveller Is that so? What kind? 
have received more Nobel prizes than any 7 po ae aig os pi TER Leary Well, guides for businessmen - 
other nation except America, and head for cut it short. Ey, yeah, | was hoping to eople just like you, I guess. 
r : show you some of the figures in our peopej yow g 
head we have done better than America, . IB Traveller ‘Accidental Tourist’! 
twice as well in fact. We are the people comparative study. Dut, erm, never 
who, among other things, invented the mind. I think you'll find all the main Leary Why, yes. 
computer the refägeratot the electric points are covered in the handout. So Traveller Really? Am I right? Well, what 
motor the stethoscope rayon the steam Tl, er, I'll just leave the copies here and do yon know? Look at this. Gray 
turbine, stainless steel, the tank, television, youn pick one'pon your way:out, PNR What yoù tecomimend, 
penicillin, radar, the jet engine, hovercraft Okay. So, sorry about that. That’s it. appropriate for all occasions. See 
, > , , > j 

float glass, carbon fibres, et cetera — and the Thanks. my luggage? Carry-on. Change 
best half of Concorde. 3 Well, that just about brings me to the of underwear. Clean shirt. 

end of my presentation, except to say Packet of detergent powder. 
2 3.05 that the future of this company is Leary Oh, good. 
Extract 4 now in your hands. For if there’s one Traveller You're my hero. You’ve improved 
W. both humbled and elevated by th central message I'd like to get across my trips a hundred per cent. 
ae me d nae pi ras nae 7 i of to you this morning it’s this: that this I tell my wife, going with The 
South Afri ae A 7 "i HSP T consultancy is no more and no less than Accidental Tourist is like going in 
et cee of i Hs EEA e he consultants who represent it And seen: 
B non-sexist South Africa, to lead Whilst out reputation as a firm imay have Leary Well, this is very nice to hear. 
our country out of the valley of darkness. been damaged by me RER: wate Traveller Times I’ve flown clear to 
We understand it still that there is no easy ine ne a ene i nd Oregon and hardly knew I'd left 
road to freedom. We know it well that none ied ees ae nee P A as M Baltimore. 
of us acting alone can achieve success. We DA his 7 kacw = can WE at Leary Excellent. 
must therefore act together as a united pee Maen on Hes is managemen A Traveller I see you have your book for 
people, for national reconciliation, for and it would bé ironic indeed if we ee protection there. Didn’t work 
racing forthe eh otamen worl Sacral manage ic wiki gh a 

: f - ton top. S E 

for all. Let there be work, bread, water and ae ein cai e 2 3.09 
salt for all. Let each know that for each the A Soh y d y i h 5 . 1Emma 
body, the mind and the soul have been freed pele ae yOu sere oe the new opearmg A hat’ fyi 

Silhouette ocean cruiser? I could tell you So Emma, what’s your worst flying 


to fulfil themselves. Never, never and never 
again shall it be that this beautiful land will 


that it has won just about every boat 


experience? 


i x y show in the USA and Europe this year, B Well, I think the worst one’s probably 
again experience the oppression of one by : ae $ 
another that the orders for it are coming in so flying back from Bangladesh to 
fast we already have a five-year waiting Heathrow. It’s quite a few years ago now, 
Sod 3.06 list; that the first three names on that but I can still remember it. We were at 
aged : bl 're facino? waiting list, though strictly confidential, the gate, ready to taxi to the runway, 
a 4 ALSE es pro T be ree include a famous Hollywood actor, a and suddenly there was this terrible 
3 © mare Drodsenyae eae : oe member of the Saudi Royal Family and hammering noise from outside the 
b It’s so risky, so problematic, and yet so one of the world’s greatest sporting plane. 
critical to our success. legends. I could also mention that, so A A hammering noise? 
c j Se aks - a to use. But, impressed are they with our award- B Yes, and the strange thing was that the 
above all, its more reliable. winning design, the directors of the cabin crew just seemed to be ignoring 
d Even if we can never again be the Museum of Modern Art are actually it. But all you could hear was this bang, 
biggest, we can still be the best. proposing to place a full-size model bang, bang on the fuselage. After a 
e ‘The point is, more and more graduates ön permanent exhibition. But all that while, some of the passengers were 
are fighting over fewer and fewer jobs. would fail to do it justice. For the fact starting to get nervous, me included. 
f Not only are we number one in Brazil. ie that e Silhouette Saa paii of A Tm not surprised. 
; ; its own. It is a masterpiece of marine 
We're now number one in Latin > : : "P y B Anyway, eventually, after we’d been 
America engineering. It is, quite simply, the most Be i f 
: ; ; : sitting there for about ten minutes with 
; stunningly beautiful boat ever built. : 
g Inthis market, no company has i f no announcement and the plane still not 
Ladies and gentlemen, I give you ... the ; : : 
outperformed us, not one - ever! : : moving, I said something to one of the 
: , Spearing Silhouette! 
h Not once, in over 30 years of business, stewards and they went and opened the 
have we ever had a complaint - not a door to see what was going on. 
single one! A And what happened? 
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A 
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The pilot got in! 

You're joking! 

No, they’d locked him out. Seems quite 
funny now, but it didn’t at the time. 


2 Enrique 


A 
Cc 


O> OF 


ODD 


A 
Cc 


Enrique, what’s the worst flight you’ve 
ever been on? 

Definitely the time I was flying from 
Malaga to Stansted in the UK. This was 
around the time of security alerts on 
international flights and people were 
very nervous about flying. 

Oh, yes, of course. 

I was travelling on business, but most of 
the passengers were British tourists. 


Uh huh. 


Anyway, we were cruising at 30,000 feet 
and I looked out of the window and saw 
this French air force fighter plane flying 
alongside us. 

What? Oh, yes, I read about this. Didn’t 
they think the plane had been hijacked 
or something? 

Well, apparently, air traffic control had 
lost radio contact with our plane, so they 
weren't sure what was going on and they 
weren't taking any chances. I mean, this 
French jet was armed with missiles and 
everything. 

Sounds terrifying! 

It was. 

So, what happened? 

Well, the jet was there for about ten 
minutes checking us out. Fortunately, 
the captain of our plane managed to 
keep everybody calm. And anyway, to 
cut a long story short, everything turned 
out okay. We even landed on schedule! 
But I bet you were glad to be back on the 
ground, weren’t you? 


You can say that again! 


3 Joe 


A 


D 


or UF 


or UYFUSE 


Joe, have you had any bad experiences 
on planes? 

Oh, yes, several. One flight I was on, 

I couldn’t understand why they were 
making us go through the lifejacket drill 
for landing on water. 

But don’t they always do that? 

What, on a domestic flight from 
Manchester to London? 

Oh, right. I see what you mean. 

I’m not sure which flight path they 
were planning to take but it goes 
nowhere near the sea. But that’s nothing 
compared to one of my recent trips to 
Frankfurt. 

What happened there, then? 

Well, we didn’t land in Frankfurt. 

You were diverted? 

No, no, the pilot just landed in 
completely the wrong country! 

What, you mean he didn’t know? 
Hadn’t got a clue. Just about everybody 
on the plane was looking out the 
windows and saying ‘Er, look, I’m 

sorry to be a nuisance, but this isn’t 
Frankfurt. 

So where did you land? 


D Luxembourg. 

A Oh, my goodness! I don’t believe it! 

4 Selina 

A Selina, you've flown all over the world. 
You must have some stories to tell. 

E Hm, quite a few. I'll never forget the 
time I was flying in Asia and the cabin 
crew asked me to sit on the toilet during 
take-off. 

A What? 

E Yeah, they wanted my seat next to the 
emergency exit. 

A Doesn’t inspire much confidence in the 
airline, does it? 

E Nota lot, no. And then, to top it all, I 
ended up sitting next to a guy witha 
rattlesnake in a basket! 

A Incredible! 

E Yes, that’s what I said. Apparently, he 


just brought it on as hand luggage. 


2 3.10 
a 


A 


vbo 


U > WY 


Ugh, isn’t it dreadful? And we’d got 
plans for the weekend as well. Thought 
we might have some friends round for a 
barbecue. 

Well, it’s always the same, isn’t it? You 
plan anything, it always lets you down. 
And it was so fabulous yesterday. 

Yes, wasn’t it? Never would have 
thought it could turn so nasty in 

just 24 hours. But that’s Britain for 
you, I suppose. Heatwave in the 
morning, a downpour in the afternoon 
and a howling gale by dinner time. 
Unbelievable weather! 


What on earth is that? 

Don’t think you'd like it? Look, it’s 
seasoned with a bit of cinnamon and 
dried mint. 

Smells off to me. 

Nonsense! It’s really delicious. How 
about trying it? 

Cinnamon sounds a bit odd. And dried 
mint? As seasoning? 

Well, that’s normal for Middle Eastern 
dishes! Ian is giving it a go, so why don’t 
you? It’s really good! 

Hm. All right, if you insist! But if you 
ask me, cinnamon belongs in sweets! 
Oh, give it a chance, Roger! We’ll order 
you something else if you really can’t 


handle it. 


No, it’s not my thing at all, I’m afraid. 
Oh, but I thought it was marvellous! 
And it was so well done. Because it must 
have been a very difficult adaptation, 
don’t you think? 

Hm, yeah. It went on a bit, though, 
didn’t it? I mean, what was it, two anda 
half hours? 

Well, I found the whole thing absolutely 
fantastic. Brilliantly directed. And the 
special effects were incredible! 

Yes, well, they were good, I'll admit, 

but they’ve all got those nowadays, 
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haven't they? I mean it’s all just CGI 
digital animation. Like all those sci-fi, 
superhero things ... 


I'd really appreciate it, because I’m just 
snowed under at the moment, what with 
all this backlog to deal with. 

Yes, I’m sorry to have dumped all that 
on you. Couldn’t think of anyone else 

I could trust. And with the deadline 
coming up so fast ... 

It’s no problem, but if you could let me 
borrow Kim for a couple of hours, I’m 
sure that together we could polish the 
whole thing off that much faster. 

You overworking this poor boy, Susan? 
That’s how she lost her last assistant 
manager, you know, Ian. 

Oh, ignore Roger. I'll speak to Kim about 
giving you a hand as soon as we get back 
to the office. 

Thanks. 


15 DELEGATION 


> Uù > DW ru rw 


oOo O VON D 


Daniel, can I have a quick word? 

Yeah, sure. 

We've just had confirmation for the 
Ericsen order. You worked on it last year 
with Maggie, didn’t you? 

Yes, that’s right. 

So this year, I'd like you to handle it on 
your own. Are you comfortable with that? 
Yes, no problem. 

Great. So basically, the deliverables are 
exactly the same as last year. You'll find 
all the specifications in the file. The only 
difference is we got a bit squeezed on 
price this time, so if we can manage to 
keep costs down as much as possible, 
that would be great. 

Okay, I'll do my best. What’s the 
timeframe? 

We've scheduled delivery for July 31st. 
Do you think that’s feasible? 

Yes, should be fine. I'll get started 
straight away. 

Excellent. Let’s schedule a meeting every 
couple of weeks, then, so we can look at 
any problems together and think about 
ways of keeping costs down, okay? 


Sure. 


Hi Gina, how’s it going? 

Not too bad, thanks. But there’s a lot 

to remember! 

Yes, well, everybody says the first week 
is the hardest; it gets better, believe me! 
Okay, that’s good to know! 

Listen, could you call these people as 
soon as you can? They’re old customers, 
so you don’t need to tell them a lot 
about the product, just try to get 
appointments for me. Tell them we’ve 
got a special offer on upgrades, so I'd like 
to meet them. You've got my schedule, 
haven’t you? 

Yes. Shall I email them first? 
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No, just keep calling until you can speak 
to them personally. You'll probably have 
to call some of them back outside office 
hours; if you need to work overtime, 
that’s fine, just keep a note of the extra 
time you put in, okay? 

All right. 

I'd like us to contact everyone on the 
list by this time next week. Book the 
appointments into my schedule as you 
go, and we'll see how you're getting on 
when I get back from Spain on 

Friday, okay? 

Okay. 

If you have any questions while I’m 
away, feel free to ask Mandy. Is that 

all right? 

Erm, yes. That seems fine. 

Brilliant. Thanks, Gina, I know you'll do 
a great job! 


Technical support? 

Pete? Frank here. 

Uh-oh! 

Yeah. Look, I know it’s late, but the 
server’s down again at Captain Discount. 
Oh for goodness sake! All right, I'll get 
over there asap. 

Thanks, mate. Give me a ring when 
you've finished, would you? Just to let 
me know how things stand? 

All right. Will do. 

Cheers. 


2 3.12 


This next slide shows how you can adapt 
your management style to different 
members of staff. The horizontal axis 
indicates an increasingly directive style from 
left to right, and the vertical axis measures 
a supportive style, less at the bottom and 
more at the top. 


So, as you can see, there are four quadrants 
representing four main management styles. 
At the bottom right we have Directing. 

Here the focus is on giving very explicit 
instructions: you tell people exactly what 
you want them to do, why, how and when 
they should do it, and you follow them very 
closely to make sure they do it right. It’s 

the kind of approach you need for young, 
inexperienced or new members of your team. 


As people get to know the job, you can 
gradually move up into the top right 
quadrant, which is Coaching. Here you can 
spend less time telling them what to do, and 
more time working with them to develop 
their skills. Gradually you can then move to 
the top left quadrant, which is Supporting: 
here your main role is to make sure that they 
have the resources they need to do the job, 
and of course to continue setting objectives 
and checking achievement. If there are 
problems, you may sometimes need to move 
back towards a more directive style. 


Finally, the most experienced and expert 
members of your team will be happiest with 
a Delegating style, here in the bottom left- 
hand quadrant. They are almost completely 
autonomous, setting their own objectives 


and evaluating their own results. Of course, 
they will always welcome a few words of 
support and thanks from time to time. 


16 TELECONFERENCING 
2 
A 


3.13 
Since you're new here, I want you to 
meet your teams in London, Bangalore 
and Tokyo. You need to do it right away. 
B Oh, I’m really looking forward to 
meeting them, but it’s going to take a 
week or more to get to all those places. 
Actually, they’re right down the hall. 
Oh! ... A video conference. 
I wouldn’t call it that. 
No? 
I think you'll be pleasantly surprised. 
Wow. 
Hello, everyone. This is Patricia. 
Hello from London. Tania and 
Owen here. 


o ODPUUPUDPUDP 


Tm Mohan. This is Seema. Greetings 

from Bangalore. 

E AndIam Hiro with my colleague Kumi 
from Tokyo. Hajimemashite! 

B I really feel like I’m in the same room 
with all of you. 

Voiceover This isn’t the future. It’s right 

now. With Cisco TelePresence you feel like 

you're sitting across the table from other 

meeting participants. Seeing them in full 

life-size images. Making direct eye contact. 

Hearing them talk left and right ... and 

centre. Making everyone sound like they’re 

in the same room. TelePresence creates 

an in-person meeting experience over the 

network, where the quality’s so good, it’s as 

if you took a conference table and just split 


it in half. 
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A Ugh! Who on earth can that be? Where’s 
the ... the light switch! Ow! Er ... hello? 


Pete, is that you? 

Er, yes. Who is this? 

It’s Max. 

Max! ... Max, it’s ... it’s two o'clock in the 
morning! 

Tm sorry, Pete, but this is an emergency. 


Well, it had better be, I’ve got to be up in 
a few hours. 


wo >w ruorw 


I think you'd better get up right now, 
Pete. All hell’s broken loose here. 
We're going to have to shut down the 
Hamburg plant immediately. 

What! 


It’s the heat exchanger. We've got a 
leakage between the hydrogenation 
section and the oil heater. There’s 
nothing we can do but stop all 
production straightaway. Otherwise, the 
whole thing could go up! 


v D> 


A But Max, do you have any idea what 
you're saying? If you authorize a plant 
shutdown, everything grinds to a halt. 
We'll have container lorries backed up 
from Hamburg to Lübeck! 

Pete, do you think I don’t know that? 
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Tell me this isn’t happening. It cost us 
millions last time ... Okay, look, I have 
no idea how long it will take me and 
Monica to get a flight, but we’re on our 
way. 

I think that’s best, Pete. 

TIl phone you to fix up a teleconference 
once we're airborne. Contact Françoise 
and Otto right away, will you? There’s 
not a moment to lose ... 

Monica? It’s Pete. Look, I’m sorry to 
get you up at this unearthly hour, but 
there’s been a disaster at the Hamburg 
plant. Yeah. Better get dressed. I'll tell 
you about it on the way to the airport. 


2 3.15 


Extract 1 


A 


rua 


rU Fro 


Okay, so we’re just waiting for Otto. 
Françoise, you told him when to call in, 
right? 

Yes, I did. Perhaps he’s still at the plant 
or he may just be having problems 
getting through. 

Pete, where are you and Monica? 

Just left Vancouver about half an hour 
ago, Max. Should be back in 13 hours 
or so. 

Pete, I think we should just start. 

Yes, I think so too. 

Okay, we really need to talk to Otto, 
but let’s go ahead and get the meeting 
started and hopefully he’ll join us later 
on ... Right, well, as you all know, we’ve 
had a serious mechanical failure at the 
Hamburg plant and, basically, we’ve had 
to shut it down. There'll be time for a 
proper analysis of what went wrong later 
but right now we need a rescue plan. 
Max, could you first of all just fill us in 
on what’s going on? When can we expect 
to get the plant up and running again? 
Well, Pete, it’s difficult to say at the 
moment. My technicians tell me they 
can’t get a replacement heat exchanger 
for at least 48 hours. And then it’ll have 
to be fitted, of course. We’re probably 
looking at three days. 

Three days! 

It’s worse than I thought. And is that 
your best estimate? Three days? 

I’m afraid so, Pete. 

Well, that’s that, then. But I want 

us back in production no later than 
Thursday, Max. Okay? 

Okay, Pete, I’ll see what I can do. 
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Extract 2 

E Excuse me, Mr Manser has joined. 

A Otto! Thank goodness you got through. 
Have you been to the plant yet? What’s 
the situation there? 

F It’s pretty bad Pete. We’ve had to clear 
the whole site for the fire service to run 
safety checks. 

A Isee. Otto, is there any chance we can 


rewrite our production plan? I mean, 
can we make sure our key customers get 
priority on orders? 
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F Tm already working on that. The 
problem is it doesn’t look as though 
we'll be able to meet any of the 

orders completely. 

What’s the stock situation? 

Not good. 

Oh, great. Just what I needed to hear. 

Don’t we keep any stock in reserve for 

this kind of thing? 

F What, for a complete plant shutdown? 
No, Pete, we don’t. 

A Okay, okay. Well, what about 
transferring stock from one of our other 
European plants? 

F Itd take too long. And, besides, they’re 
already overstretched as it is. 


>D 


A Right... Monica, is there any point in 
us buying in traded goods from another 
supplier to cover the shortfall? Just for 
the time being. 

D You mean buy products from our 
competitors to keep the customers happy? 

A Just for the time being. 

D Pete, you know how I feel about buying 
from the competition. How are we 
supposed to build a reputation with 
our customers if we end up selling 
them other people’s products instead of 
our own? 

A It’s not as if we haven't done it before, 
Monica. And what alternative do 
we have? 
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Extract 3 


A Okay, now, we’ve got to make up this 
backlog of orders somehow. How about 
Handelsmann? 


Er, can I come in on that? 


Go ahead, Françoise. 


ara 


Well, I’ve already been on to 
Handelsmann. They owe us a favour, 
actually. We helped them out a few 
years ago when they were in a similar 
situation, if you remember. Anyway, 

it looks like they may be able to do 

something, but probably not until 

tomorrow morning. 

A Well, at least that’s something, 

I suppose. Okay, get back to them and 
see if we can hurry things up a bit. And 
get somebody in after-sales to ring 
around all our biggest customers and 
smooth things over with them. 

C Okay, I'll see to it now. 

A Now, Max. Are you sure this thing can’t 
just be fixed? I mean, if I gave your 
technical people, say, 24 hours ... Max, 
you still there? 

B Still here. I’ve just been told the leakage 
area has now been made secure. 

A Well, thank goodness for that. Anyway, 
okay, that’s it for now. We're going to 
try and get some sleep. I suggest we 
schedule another conference call for 
midnight European Time. But, Otto, 
keep me posted if there’s any change in 
the situation, won’t you? 

F Will do, Pete. 


A Okay, thanks everyone ... 


17 NEGOTIATING DEALS 


e 3.18 


The activity you just did is designed to 
demonstrate the critical importance in the 
negotiating process of relationship building. 
In your first negotiation you probably didn’t 
think much about your opponent’s interests. 
And why should you? After all, it was just a 
stranger who you’d never meet again. But 
by concentrating on only one objective, 

you reduced the whole encounter to a 

single issue negotiation with little room for 
manoeuvre. This made it a simple zero-sum 
game - if I get what I want, you don’t, and 
vice-versa. 

In order to win at all costs, perhaps you 
became hostile and tried to pre-empt 
negotiation altogether by just grabbing 

the box off the other person. Or maybe 

you gave in completely, deciding it simply 
wasn’t worth the hassle. Many professional 
negotiators act the same way if they think 
they are negotiating a one-off deal. As the 
negotiation ended in deadlock, perhaps you 
became desperate and resorted to emotional 
blackmail, inventing all sorts of reasons 
why your kid was more deserving than the 
other kid. 

In the second negotiation, on the other 
hand, there was a long-term relationship 
you wanted to maintain. The circumstances 
were exactly the same, but the prospect of 
one of you ‘losing’ was no longer an option. 
By accepting the need to reach some kind 
of compromise, you were able to turn a 
head-on conflict into a problem-solving 
meeting. Now your main objective was to 
generate options in the hope that you could 
create a win-win situation, where you both 
got something you wanted. 
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Extract 1 

A Okay, so, do I take it we’re in agreement 
on volume? 

B Er, well, just a minute, wouldn’t it be a 

good idea to talk prices before we go any 

further? 

Yes, of course. But in principle you're 

happy about taking 40 cases, right? 

Er, well, in principle, yes, if the product’s 

as good as you say it is ... 

Splendid, that’s settled then. 

... But, look, getting back to price for a 

moment. This would be just a trial order, 

you understand? Sale or return. Until we 

see how it sells. So, can you give us some 

idea of what kind of figure you were 

thinking of? 

€50. 

€50 per case. 


nr UU FY 


Er, no. Per pack. 


DPruney 


Per pack? There seems to have been a 
slight misunderstanding. A pack is just 
12 bottles, right? 

Yes, that’s right. 

Is this meant to be some kind of joke or 
something? €50 per pack? That’s over 
€4 a bottle. By the time we’ve added a 
decent margin, you realize we’re looking 


v D> 
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at a retail price of €7 minimum. How am 
I supposed to sell a one litre bottle of 
water for €7, Mr Koivisto? 

A Ms Barrett, O-Zone is an innovative, 
premium product. A pure 
oxygen-enriched drink. We’re not 
talking about a bottle of Perrier here. 

B Well, that’s as may be, but €7! 

A O-Zone is an exciting opportunity to get 
in at the start of a new trend in luxury 
health drinks. 

B Well, there’s no way on earth I’m paying 
you €4 for a bottle of oxygenated water, 
Mr Koivisto. With respect, your prices 
are simply not competitive. 

A Ms Barrett, there are no competitors in 

this market. O-Zone is a unique product 

and at €4 — well, I’m afraid that really is 
our absolute bottom line. 

So you're saying it’s take it or leave it? 

Tm afraid so. 

Well, then, I think I'll have to leave it ... 

What ...? Now, just a minute. You said 

on the phone you might want 100 cases. 


wo ruorw 


That was before I knew your water was 
more expensive than Chanel No 5, 

Mr Koivisto. Okay, look, let’s set the 
price issue to one side for the moment, 
shall we? Tell me a bit more about the 
product ... 
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Extract 2 

A Okay, I'll tell you what I’ll do. If you 

order 250 units today, I can offer you 

not our usual five but a 6% discount, 
free delivery and I'll throw in 12 months 
free parts and service as well. Now, 

I can’t say fairer than that, can I? Of 

course, that’s only if you can give me the 

order today. Can’t hold the offer, 

Tm afraid. 

Well, erm, Robert, isn’t it? 

Rob. Call me Rob. 

Well, now, Rob, we appreciate the free 

service and delivery, but to be honest 

with you, what we’d really like to see is a 

bit more movement on price. I’m afraid 

a 6% discount is not quite what we had 

in mind. We were hoping for something 

a bit closer to 10%. 

A 10%? I don’t think I could stretch 
as far as that. Not unless this was a 
substantially bigger order. 

C Oh, come on! You'll have to do a lot 
better than that, Mr Hayes. You're not 
the only precision tool manufacturer, 
you know. 

B Hold on, Gavin. Let’s hear Rob out. 

C Well, frankly, I think we're wasting 
each other’s time here. We’ve already 
been offered a much better deal by 
Magnusson’s. 


, 
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B Now, wait a minute, wait a minute. 
Surely we can sort something out here. 
Rob, would you be willing to meet 
us halfway? 

A How do you mean? 

B Well, if you were to offer us an 8% 
discount, we might be in a position to 
increase our order, say, by 50 units. 
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But we’d need to see a bit more 
flexibility on terms of payment. Maybe 
on installation costs too. 

A Erm, well, I suppose there may be some 
room for manoeuvre there. I’d need to 
check. Can you give me a moment to 
have another look at the figures? 

B Sure. In fact, let’s take a short time out, 
shall we? And meet back here in, say, 
half an hour? 

A Okay, fine. 


C Istill say we'd be better off going with 
Magnusson’s. 


e 3.21 


Speaker 1 

Well, frankly, I get a bit tired of hearing 
people go on about win-win negotiating. 

I mean, let’s face it, a lot of negotiations 

are basically win-lose, and your opponent’s 
interests are the last thing you should be 
worrying about. Buying a house, a car, 
double-glazing - all win-lose situations. 
And you'd be surprised how many business 
negotiations are basically one-off deals as 
well. In my opinion, in a win-lose situation 
the tougher you are — without actually being 
aggressive — the further you'll get. That’s 
because your opponent takes your attitude 
as an indication of what’s possible and 
what’s not. And the friendlier you seem, the 
higher their expectations will be. It’s like 
the old saying: give them an inch and they'll 
take a mile. 
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Speaker 2 


‘You always know who is going to win a 
negotiation — it’s he who pauses the longest. 
I forget who it was who said that but it’s 
pretty good advice - basically, shut up! And 
remember that silence is very often your 
best weapon. It’s a very difficult argument 
to counter. Faced with prolonged and 
uncomfortable silences, your opponent is 
liable to make another concession or give 
away their strategy or weaken their own 
position by becoming defensive. So play 
your cards close to your chest. Talk less, 
learn more. There’s an old Swedish proverb: 
‘Talking is silver. But listening is gold’ 
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I think the biggest trap less experienced 
negotiators fall into is to turn the whole 
negotiation into a debate, which it isn’t. This 
is sometimes called ‘positional negotiating’. 
Both sides end up arguing the whys and the 
wherefores, rationalizing their position, 
trying to justify themselves. They can talk 
till the cows come home but it’s a complete 
waste of time. Besides, you're not there to 
convince your opponent that you're right. 
He doesn’t care if you're right or not. And 
neither should you. You're there to explore 
both sides’ interests, generate options 

and trade concessions - preferably giving 
away things that mean little to you but a 
lot to him and receiving the opposite in 
return. This is ‘interest-based negotiation’ 
- discovering the needs, desires and fears 


behind your opponent’s position and 
working on those. The two phrases you need 
most of all are: ‘If ..., then ...?’: If I give you 
that, then what do I get? And ‘What if ...?”: 
What if we looked at this another way? What 
if we did this instead? 


A Tess? 

B Mr Logan. It’s Kate and Miles to see you. 
A Ah, good. Send them right in. 

C Hi, Ronnie. 

A Kate, good to see you. You're looking 
great as usual. Miles, come on in. Erm, 
sit anywhere you like. Can I get you 
something to drink? 

Do you have an Evian? 

No problem. There you go. Miles? 

TIl just have a black coffee. 

Good idea, Miles! You really look tired; 
coffee ought to perk you up! So, I hear 
you two had quite a late evening at 
the Marquee. 

You could say that. 

Ronnie, you have to sign this band. 
You could hardly move for A&R people 
last night. If we don’t snap them 

up, someone else will. I saw Jimmy 
Armstrong from Sony sniffing around. 
Uh huh. Well, he usually is. 

Yeah, and EMI were there as well. This 
band’s hot. You listened to the demo 

I sent you, right? 

I did. 

And? 

Well, ... 

Oh, come on, Ronnie. These guys are the 
best thing to come out of Ireland since 
U2 and you know it. 


oe oog ODPRO 
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> 


I wouldn’t go as far as that, Kate. They 
sound a little inconsistent on the demo. 
They need to work on a clear musical 
identity, if you ask me. 

C Well, maybe they need a little help in 
that direction. We can work on that. But 
you have to admit the lead singer’s voice 
is just amazing. In fact, they’re musically 
really strong all round. 


> 


Okay, I'll give you that. Apart from 

the drummer, that is, who’s pretty 
second-rate. So he’d have to go. 

She. 

She? They have a female drummer? 
Interesting. Well, anyway, she’s no good. 
Could be tricky to fire. She’s the lead 
singer’s girlfriend. 

Hm. I’m going off them already. 


OP O FO 


Ronnie, believe me, The Penitents are a 
class act. And I’m not easily impressed, 
you know that. 

True, youre not. Miles, meet the woman 
who turned down Oasis. 

Fine by me. I never liked them. 

I thought we weren't going to talk about 
that any more. 

Okay, okay. Well, what do The Penitents 
look like? No, let me guess. Like they 
haven't eaten a hot meal for a week and 
they cut their own hair, right? 


> OU PF 
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D Notat all. The lead guitarist looks like 
Keanu Reeves. The drummer’s fabulous 
even if her drumming’s a little off. 

In fact, they’re all pretty glamorous. 
Ronnie, I have a good feeling about 
this one. 

A Okay, call their manager and set 
something up. But not next week. I’m at 
the MTV awards. 

C Okay, I'll do that. Oh, and by the way, 
you might want to tune in to VH1 
at eight this evening. They’re being 
interviewed live. 

A They are? Well, why didn’t you say so 
before? Look, give me their manager’s 
number, I might just call him myself this 
afternoon ... 


18 MEDIATION 
2 3.25 
A 


Okay, take a seat. Now, look, you both 
know why we’re here. Henri, you’ve been 
struggling to get the Panama project 
completed for weeks. 


B What... 

A No, hear me out, Henri. I’ve got another 
meeting in an hour and we really must 
sort this situation out today. In fact, I 
probably should have intervened earlier. 
Now, for one reason or another, you've 
been having difficulty bringing this 
project to completion. I brought Elena 
in to help you out, thinking it would 
make your life easier. And since then you 
two have done nothing but fight, and 
the project seems to be further behind 
schedule than ever! Now can somebody 
please tell me what on earth’s going on? 
Elena? 

C Well, it’s Henri. He’s totally 
disorganized. I mean, I’m not surprised 
he’s so far behind schedule. He can’t 
work to a deadline. We’ve got no proper 
milestones in place for this project. I’ve 
tried working with him, but it’s just 
hopeless ... 

B Iam not totally disorganized, Elena. 
Just because you're obsessed with 
ticking boxes at every stage of the 
project, and I’m not, does not make me 
disorganized. In fact, I never asked for 
your help in the first place. I was getting 
along just fine without you, thanks very 
much. 

C How could you be ‘getting along just 
fine’? Why do you think I was 
brought in? 

B I’ve no idea. I certainly didn’t request 
your assistance. 

A People, people ... 

C And 1 didn’t ask for the job either, Henri. 
I’ve got better things to do than sort out 
your problems! 

A Right, everybody just hold it right there! 

B Okay, that’s it! I've had enough of this! 

I’m sorry, James. If you want to discuss 

this matter with me in private, we’ll 

need to arrange another meeting. 

Henri... 

TIl be in my office if you want me. 

Well, that went well! 


Puy 
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Okay, let’s get started, shall we? Well, 
I’m Kaye and, as you know, James has 
asked me to mediate this session. He 
thought that maybe someone from 

a different department might be in a 
better position to help you resolve your 
issues. Is that okay with both of you? 
Okay, good. Now, it’s Elena and Henri, 
isn’t it? All right, well, first of all, let 

me say, that everything you say in this 
meeting is totally confidential. Nothing 
goes outside this room. And, of course, 
I’m completely impartial in all this. I 
have no personal interest in how you 
resolve your differences. I’m just here 
to try and make sure we explore every 
option, okay? Now, one or two rules to 
make this meeting more productive. 
We'll speak one at a time if possible. So 
please try not to interrupt each other. 
If you've anything to say, make a note 
of it, so you can make your point when 
it’s your turn to speak. And if you need 
to talk to me privately at any stage, just 
let me know. All right? Now, Henri, let’s 
start with you, shall we? How do you see 
the situation? ... 

... So, frankly, I don’t see what kind of 
help Elena can possibly offer when she 
hasn’t been involved in this project, 
knows nothing about it, in fact ... 

Now, hang on, Henri! I know as much 
about this project as you do. I ought to 
by now, for heaven’s sake - I’ve been 
working on it 24/7 for the last three 
weeks! You see what he’s like? Just no 
respect for anybody else’s point of view. 
Okay, I understand your position, 
Elena. But just let Henri finish what 

he has to say and I'll come back to you 
in a moment, okay? Now, Henri, as I 
understand it, you're not happy about 
sharing responsibility for this project 
with Elena, is that right? 

Well, of course, I’m not. It’s my project. 
James had no right bringing Elena in at 
all. I had everything under control. I just 
needed a little more time. Maybe some 
more IT support would have been a nice 
idea too. What I didn’t need is someone 
else coming in and taking over! 

I have not taken over! 

Only because I haven’t let you! 

Okay, clearly, we have a 
misunderstanding about roles here. 
Elena, what was your brief from James 
when he brought you in? 

To make sure this project is completed 
on time and on budget. At the moment, 
it’s five weeks behind schedule. 

But James did not ask you to take charge 
of the project? 

Well, of course he didn’t. I can’t take 
responsibility for all this. I’ve got three 
other projects I’m involved in at 

the moment. 

So you agree with Henri that this is his 
project and that you're just trying to do 
what you can to prevent any 

further delays? 


That’s right. 

Henri, are you reassured by what Elena 
just said? 

Well, ... yes, all right. I mean, if she’d just 
made that clear at the start instead of 
storming in. 

All right. And, Elena, can you see how 
Henri might have thought you were 
taking control? 

Well, I suppose so. 

Good, we seem to be making 

some progress. 

Look, Henri, I’m just trying to bring 

a bit of organization to this project. 

I mean, you're great on the creative 
side, but you have to admit you're not 
strong on the details. We’re still sorting 
out things from phase one and we’re 
supposed to be on phase three! 

I’ve got all that covered, Elena. 

So you say, but how do I know that? 
You never send me progress reports or 
anything ... 

All right. It looks to me as though what 
we have here is a conflict of working 
styles. Shall we talk about that a 

bit more? 


? 3.27 
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... Okay, so, can I just summarize what 
you ve agreed? Henri, you're going to 
remain in charge of this project, but 
you're going to send weekly reports to 
Elena, so she can keep track of progress 
- especially on the details - and help 
out just where she’s needed. Otherwise, 
though, meeting deadlines is going to 
be your responsibility — and yours alone. 
Is that acceptable to both of you? Okay, 
now it’s just a suggestion, but you might 
like to consider having scheduled daily 
chats over a coffee just to keep everyone 
up to speed. 

Good idea. 

Yes, sure. 

Now, Elena, you've agreed to get that 
extra IT support Henri requested, 
which will free him up to concentrate 
on the creative side of things, and free 
you up to get on with some of your 
other projects. Now, does this new 
arrangement sound like something you 
can both live with? 

Yes, I think so. 

Okay, let’s give it a try. 

Great, now I'll... 
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